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kultury, interkulturni komunikace, firemni zodpovédnosti, pravidel cho-
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vané a z velké Casti autentické obchodni situace z jazykového hlediska.
Zavérecna Cast se vénuje aktivnimu ndcviku vSech nejbéznéjsich spojenti,
frazi ¢i jinych obchodnich obratt, které moderni obchodni anglictina vy-
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munikativnich dovednosti v modernim profesnim podnikatelském pro-
stiedi.
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UVODEM

Opora Cizojazy¢na piiprav AJ 3 je urena pro studenty prezen¢ni formy studia a svym
rozsahem odpovida vyuce anglického jazyka ve tfetim semestru na ekonomickych fakul-
tach a navazuje na sylabus daného predmétu. Opora je rozvrzena do Sesti tematickych ok-
ruht — Corporate Culture — Work Culture and Placement, Corporate Culture — Work
Organization and Responsibility, Customer Support — Call Centres, Customer Suport
- Customer Service and Telephoning, Dealing with Problems, Careers — Career Cho-
ices, Careers — Job interviews a obsahuje také anotaci, véetné klicovych slov. Kapitoly
jsou roz¢lenény do nasledujicich ¢asti: slovni zasoba, text a otazky k textu, nacvik lexika a
gramatiky a na konci nasleduje test. Jednotlivé kapitoly si kladou za cil procviéit, pro-
hloubit a zdokonalit si znalosti v anglickém jazyce v oblasti tykajici se firemni kultury,
interkulturni komunikace, firemni zodpovédnosti, pravidel chovani ve firm¢, poradenstvi,
sluzeb zakaznikiim, nejzadanéjsich profesi ve Spojeném kralovstvi, kompetenci a doved-
nosti a taktik pro Gspésné zvladnuti pracovniho pohovoru. K tomu je pfizptisobena slovni
zasoba a cvicCeni. Vybrana obchodni témata ptipravuji svou odbornou slovni zasobou, na-
cvikem lexika a gramatiky ¢i testti na konci kapitol na typizované a z velké ¢asti autentické
obchodni situace z jazykového hlediska. Zavéreéna Cast Dictionary se vénuje aktivnimu
nacviku vSech nejbéznéjSich spojeni, frazi ¢i jinych obchodnich obrati, které moderni ob-
chodni angli¢tina vyuziva.
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RYCHLY NAHLED STUDIJNI OPORY

Studijni opora Cizojazy¢éna priprava AJ 3 je rozd¢lena do Sesti kapitol, které navazuji
na predchazejici ¢asti a rozvijeji dalsi témata obchodni anglictiny, piipadné je prohlubuji.
Kazda kapitola je rozd€lena na lexikalni ¢ast a ¢ast gramatickou. V kazdé kapitole se obje-
vuji shodné prvky — napf. Gvodni text, slovni zasoba, zadvérecny test apod. Ke snadnéjsi
orientaci studenta slouzi tzv. distan¢ni prvky — Priivodce studiem (obsahuje slovni zdsobu
k tématt), Otazky, Odpovédi, Samostatny tikol apod. Samostatny ukol a Ukol k zamysleni
slouzi k samostatné piipravé k dané problematice a bude predmétem diskuse na seminafich
nebo tutorialech. V prubéhu lekce si student mize zkontrolovat troven znalosti pomoci
testl, které jsou vkladany dle potieby, a rovnéz kazda kapitola je zakon¢ena souhrnnym
testem, ktery provéti zvladnuti dané problematiky. V zavéru opory je umistén slovnik,
ktery je shrnutim zakladni slovni zasoby uzivané v obchodni anglictiné. Kazda lekce je
opatfena kli¢em ke cvicenim, ktera to vyzaduji. Odpovédi na otdzky za textem jsou dohle-
datelné v textu.

Kapitoly 1 a 2 se zabyvaji tématy Corporate Culture - Work Culture and Placement
a Work Organization and Responsibility s cilem ptipravit studenty na problematiku fi-
remni kultury, etikety, hodnoceni pracovniho vykonu, firemni odpovédnosti, ale také pro-
blematiku souvisejici s interkulturnimi tématy apod.

Kapitoly 3 a 4 se soustfed’uji na péci o klienta Customer Support — Call Centres,
Customer Service and Telephoning, Dealing with Problems se zaméfenim nejen na po-
skytované sluzby, ale také na kvality, které by m¢l mit pracovnik call centra, aby byl scho-
pen reagovat na pozadavky klient tak, ze klient zlstane vérny firmé.

Kapitoly 5 a 6 se vénuji oblasti kariéry Careers — Career Choices, Job interviews,
zvlasté pak poptavce a nabidce na trhu préace, véetné€ pracovnich benefiti s cilem vést stu-
denty k sebeprezentaci tak, aby na tuto poptavku uspésné reflektovali.
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1 CORPORATE CULTURE - WORK CULTURE AND
PLACEMENTS

powrmmeapnoy ][]

Kapitola je vénovana prvkim, které vystihuji kazdou spole¢nost nebo firmu a vyjadiuji
jejich postoj k zaméstnanciim a klienttim, zakaznikim — jsou to napft. vize firmy, firemni
kultura, etiketa, prace se zaméstnanci, zejména pak se zaméstnanci, ktefi nedosahuji odpo-
vidajicich vykont, hodnoty firmy, dilleZitost pracovniho prostiedi apod.

V gramatické ¢asti se zaméfite na modalni slovesa, kterd se pouzivaji pfi formulaci rad
a doporuceni, zopakujeme si vyjadfovani minulosti.

|
Po absolvovani kapitoly budu umét:

e Pojmenovat prvky firemni kultury,
e Vysvétlit firemni vizi,

e Pohovorit o firemni etiketé,

e Vyjadfovat rady a doporuceni.

|
Corporate culture, councelling, office etiquette, performance, values, vision, workplace.

1.1 Vocabulary

account for tvofit

added pridany

alignment postaveni, postoj

articulate formulovat

be suited to byt vhodny, hodit se

coherent promysleny, souvisly, drZici pohromadé
compelling presvédcivy
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competitor konkurent

craft vytvorit

dissent nesouhlasit

embrace pfijmout

encourage podporovat
enormous obrovsky

enshrine uchovat
entrepreneur podnikatel

guideline smérnice, pokyn
herald predznamenavat
impact ovliviiovat, plsobit
lasting trvaly

mindset pfistup, postoj
mission statement formulace hlavniho cile organizace
myriad nespocetny, obrovsky
narrative pribéh, historka
navigate ridit, vést

offer nabizet
performance vykon

prominently napadné

purpose ucel, smysl, zamér
reinforce posilit, podpofit
reinforce posilit

repercussion dopad, odezva, nasledek
research vyzkum

run into each other setkdvat se navzajem
soundproof zvukotésny
stakeholder akcionar

stick with drzet se pfi kom
stringent tvrdy, pfisny
supplier dodavatel

turns formulace

unearth objevit, odkryt
unique jedinecny

uphold podporovat

value hodnota

visible ocividng, viditelné
vow slibovat

willingess ochota

1.2 Six components of a great corporate culture

This week, in our corporate communication discussion for entrepreneurs and managers
we are concentrating on selected six components by John Coleman who will explain them
in detail. John Coleman is a coauthor of the book, Passion & Purpose: Stories from the
Best and Brightest Young Business Leaders.
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You can also follow him on Twitter at @johnwcoleman. The benefits of a strong corpo-
rate culture are both intuitive and supported by social science.

According to James L. Heskett, culture "can account for 20-30% of the differential in
corporate performance when compared with ‘culturally unremarkable' competitors.” And
HBR writers have offered advice on navigating different geographic cultures, selecting jobs
based on culture, changing cultures, and offering feedback across cultures, among other
topics.

But what makes a culture? Each culture is unique and myriad factors go into creating
one, but I've observed at least six common components of great cultures. Isolating those
elements can be the first step to building a differentiated culture and a lasting organization.

1. Vision: A great culture starts with a vision or mission statement. These simple turns
of phrase guide company's values and provide it with purpose. That purpose, in turn, orients
every decision employees make. When they are deeply authentic and prominently dis-
played, good vision statements can even help orient customers, suppliers, and other stake-
holders. Nonprofits often excel at having compelling, simple vision statements. The Alz-
heimer's Association, for example, is dedicated to "a world without Alzheimer's." And
Oxfam envisions "a just world without poverty.” A vision statement is a simple but foun-
dational element of culture.

2. Values: A company's values are the core of its culture. While a vision articulates a
company's purpose, values offer a set of guidelines on the behaviors and mindsets needed
to achieve that vision. McKinsey & Company, for example, has a clearly articulated set of
values that are prominently communicated to all employees and involve the way that firm
vows to serve clients, treat colleagues, and uphold professional standards. Google's values
might be best articulated by their famous phrase, "Don't be evil." But they are also en-
shrined in their "ten things we know to be true." And while many companies find their
values revolve around a few simple topics (employees, clients, professionalism, etc.), the
originality of those values is less important than their authenticity.

3. Practices: Of course, values are of little importance unless they are enshrined in a
company's practices. If an organization professes, "people are our greatest asset,” it should
also be ready to invest in people in visible ways. Wegman's, for example, heralds values
like "caring™ and "respect,” promising prospects "a job [they'll] love." And it follows
through in its company practices, ranked by Fortune as the fifth best company to work for.
Similarly, if an organization values "flat" hierarchy, it must encourage more junior team
members to dissent in discussions without fear or negative repercussions. And whatever an
organization's values, they must be reinforced in review criteria and promotion policies,
and baked into the operating principles of daily life in the firm.

4. People: No company can build a coherent culture without people who either share its
core values or possess the willingness and ability to embrace those values. That's why the
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greatest firms in the world also have some of the most stringent recruiting policies. Accord-
ing to Charles Ellis, as noted in a recent review of his book What it Takes: Seven Secrets
of Success from the World's Greatest Professional Firms, the best firms are “fanatical about
recruiting new employees who are not just the most talented but also the best suited to a
particular corporate culture.” Ellis highlights that those firms often have 8-20 people who
interview each candidate. And as an added benefit, Steven Hunt notes at Monster.com that
one study found applicants who were a cultural fit would accept a 7% lower salary, and
departments with cultural alignment had 30% less turnover. People stick with cultures they
like, and bringing on the right "culture carriers" reinforces the culture an organization al-
ready has.

5. Narrative: Marshall Ganz was once a key part of Caesar Chavez's United Farm
Workers movement and helped structure the organizing platform for Barack Obama's 2008
presidential campaign. Now a professor at Harvard, one of Ganz's core areas of research
and teaching is the power of narrative. Any organization has a unique history — a unique
story. And the ability to unearth that history and craft it into a narrative is a core element
of culture creation. The elements of that narrative can be formal — like Coca-Cola, which
dedicated an enormous resource to celebrating its heritage and even has a World of Coke
museum in Atlanta— or informal, like those stories about how Steve Jobs' early fascination
with calligraphy shaped the aesthetically oriented culture at Apple. But they are more pow-
erful when identified, shaped, and retold as a part of a firm's ongoing culture.

6. Place: Why does Pixar have a huge open atrium engineering an environment where
firm members run into each other throughout the day and interact in informal, unplanned
ways? Why does Mayor Michael Bloomberg prefer his staff sit in a "bullpen™ environment,
rather than one of separate offices with soundproof doors? And why do tech firms cluster
in Silicon Valley and financial firms cluster in London and New York? There are obviously
numerous answers to each of these questions, but one clear answer is that place shapes
culture. Open architecture is more conducive to certain office behaviors, like collaboration.
Certain cities and countries have local cultures that may reinforce or contradict the culture
a firm is trying to create. Place — whether geography, architecture, or aesthetic design —
impacts the values and behaviors of people in a workplace.

There are other factors that influence culture. But these six components can provide a firm
foundation for shaping a new organization's culture. And identifying and understanding
them more fully in an existing organization can be the first step to revitalizing or reshaping
culture in a company looking for change.

Zdroj: HBR Blog Network: Six Compinents of a Great Corporate Culture. [online]. Harvard Business Review,
2013. [cit. 2013-07-04]. Dostupneé z: http://blogs.hbr.org/cs/2013/05/six_components_of culture.html#disqus_thread

7] e

1 What are six components of corporate culture according to John Coleman?

10
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2 Can you explain the meaning of a vision?

3 Why are values so important in the context of corporate culture?

4 What does John Coleman mean by practices?

LEXIS

1.1 Complete the sentences and use the vocabulary listed in the middle column

below:

In our enterprise our
staff members don’t
have to wear busi-
ness suits at the end
of the week. Our en-
terprise has a system
of ...

In many Czech banks,
staff can’t wear what
they like. They have
to wear ...

In some manufactur-
ing companies for
two weeks each
month, staff work at
night. They can’t
sleep during the day.
They hate ...

How many days’ ... do
your co-workers get
in your company?
Our management
sends us a(n) ... in the
post each month.
Our marketing de-
partment starts every
day with a(n) ... meet-
ing. It is very relaxed.
In some countries,
the company culture
is formal. Staff use
...when they speak to
each other

a) uniforms b) casual Fridays
c) weekend clothes

a) uniforms b) casual Fridays
c) weekend clothes

a) flexible hours b) part-time
c) shift work

a) childcare b) annual leave
c) public holiday

a) written report b) face to
face c) e-mail

a) informal b) formal c) so-

cial

a) job title b) first name c)
family names

11
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1.2 Match each phrase with its explanation:

1.

w

to empower staff ...
to support innovation ...

to be customer focused ...

to reward good performance ...

a) there is an incentive scheme for efficient
employees

b) the needs and wants of the customers al-
ways come first

c) staff have a lot of control over their work
d) relationships between employees and
managers are open and honest

to encourage trust at all levels ... e) new ideas and change are welcome

1.3 Which word is different?

1.
2.
3.

culture values earnings standards
narrative story storyline news
values morals evil Ethics

1.3 Essential office etiquette tips

One of the biggest mistakes you can make in your career is not understanding that there
are certain codes and rules to abide by in the workplace. If you're not careful, you may even
lose opportunities because others are put off by your lack of professionalism.

To get a better idea of the office etiquette you should be aware of, we caught up with
Catherine Palmiere, president of recruitment firm Adam Personnel, and Lyudmila Bloch,
business etiquette coach at World Class Business Etiquette and author of "The Golden
Rules of Etiquette at The Plaza." Here's what they told us:

12

1.

Don'tinterrupt your colleagues. Not only is it disrespectful but it's a sign of "poor
social skills," Bloch says.

Pull the plug on office chatter. Palmiere says it's okay to bond with your col-
leagues but "when they're walking with you to continue the conversation that's
when you know it's too much."

Don't be loud. Bloch says it's not just rude, "it's intrusive." Keep quiet and you
won't invade other people's personal space.

Don't eat smelly food. It can be very offensive to a coworker, so save the smelly
Tuna or bag of buttery popcorn for your down time at home.

Don't use slang or text-speak. "An email should be handled as a formal letter,”
Palmiere says. And don't forget, emails can be "kept on a company's record for
years."



10.

11.

12.

13.

14.

15.

16.
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Share the credit. Not acknowledging a colleague's work can ruin your reputation.
"You won't come across as a team player, [but instead] you will come across as
a self-indulgent individual who just cares about his or her promotion,” Bloch
tells us.

Hold back on the perfume. Palmiere says when it comes to perfume there are "a
lot of people who overdo it." It's disruptive and many people are allergic to it. If
you can't control yourself, don't wear it at all.

Office attire should stay on the conservative side. Bloch says it's best to be tra-
ditional. Still, not all offices are the same so think about "who you're meeting
with and then plan your wardrobe accordingly.”

Keep your ring tone under control. The music can be distracting, so it's best to
keep your phone on vibrate.

Keep the office clean. Your boss shouldn't have to tell you this. Palmiere says
"if you have a cup of coffee wash the cup or throw your cup out if it's disposable.
If you have food in the refrigerator that you don't take home, it should get thrown
out. Be clean."”

Don't get too personal at work. Bloch says it not only kills productivity, but
"when you disclose too much you become vulnerable and it's not a good thing in
the business environment.”

Be on time. Bloch says being punctual says a lot about your personal values.
"When you're constantly late, you are basically giving a silent message that you
don't care,” Bloch explains.

Don't take personal calls at your desk. If you have to, then it's fine to take a
personal call at your desk sometimes, but end it quickly so that you don't disturb
those around you - especially if it's an open office space.

Don't wear your commuting shoes at work. "Change your shoes before you get
to your office,” Bloch advises. The way people perceive you is everything "and
it's important to project a professional image."

It's okay to blow your nose at your desk, but only if it's an emergency. "If you
have consistent allergies or take certain medication for your nose, do it in the
privacy of the restroom."”

Don't play with your hair during a meeting. If you can't keep yourself from play-
ing with your hair, "it's better to put your hair back, maybe tight in a ponytail."
You should also refrain from brushing your hair or applying makeup at your
desk.

13
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17. Don't come to work if you're too sick. The rule of thumb is "if you're contagious
you should stay home."” But if you just have sniffles you should be at the office.
"If we took a day off every time we didn't feel well, we'd never be at the office,"”
Palmiere says.

Zdroj: Dostupné z: CENTENNIALCOLLEGE: Business Etiquette Quiz [online]. Centennial College, 2007.

7]

1 Who are Catherine Palmiere and Luydmila Bloch and what is their profession?
2 What mistakes should some staff members avoid?

3 What do they mean by pulling the plug on office chatter?

4 What are some non-verbal mistakes in office etiquette mentioned in the article?

5 What are some verbal mistakes in office etiquette mentioned in the article?

LEXIS

1.4 Work in pairs and complete the following business etiquette quiz:
1. You pass a co-worker in the hallway and he asks “How are you?”. You
respond by:

a. Telling him that your back has been hurting you and you have a cold.
b. Saying “Fine, thanks”.
c. Explaining that you are tired and stressed out in your job.

2. In English speaking countries people value closeness and friendliness.
It is appropriate to stand close to a business contact and frequently
touch his/her arm while talking.

a. True.
b. False.

3. A co-worker comes to your office to introduce you to a friend of his.
You:

a. Smile and nod.

b. You stand up, establish eye contact, smile and shake his hand.

14
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Wave and tell him how happy you are to meet him.
Give him a “high five”.

4. You have a meeting with a colleague from a different department
scheduled for 10:00 am. You’ve spoken to the receptionist and you have
been waiting outside the colleague’s office for a while and it is now
10:05. You want to make sure the person knows you’re there. You:

Peek your head in the doorway and say “Excuse me”.
Stand near the door where your colleague will see you.
Continue to sit and wait.

Enter the office confidently, introduce yourself and remind them you have a
10:00 am meeting.

5. After a meeting with a contact, in order to express your thanks, it is
appropriate to:

Send him/her a small box of chocolates with a note.
Drop by the office and give him/her a hot cup of coffee.
Send a dozen red roses to his/her home.

Send a thank you letter.

6. When meeting a contact of the opposite sex the man should wait for the
woman to initiate the handshake.

True.
False.

7. When breaking the ice with a contact at the beginning of a meeting it
is appropriate to discuss such things as the weather, politics, and traf-
fic.

True.
False.
8. When corresponding with a business contact by email you should:

Be as formal as if you were writing an actual letter on paper.

15
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b. Be a little more informal to appear up-to-date with technology and the trend to-
wards a relaxed work atmosphere.

9. Itis acceptable to leave on your personal cellular phone during office
hours and answer it when it rings.

a. True.
b. False.
10. A co-worker shares office gossip/rumors with you. You:
a. Thank him for telling you and pass the stories on.
b. Check out the facts with other employees.

c. Politely listen and keep the information to yourself.

Zdroj: Business Insider: 17 Essential Office Etiquette Tips [online]. Business Insider, Inc, 2013. [2013-07-04].
Dostupné z: http://www.businessinsider.com#ips-on-office-etiquette-2013-3

N

In pairs brainstorm again the biggest mistakes businesspeople should avoid in business
as far as business etiquette is concerned.

1.5 Translate the following adjectives into Czech:

1. objective 5. diplomatic 9. insincere

2. impatient 6. friendly 10. authoritative
3. a good listener 7. firm 11. threatening
4. dogmatic 8. understanding 12. weak

1.6 Find the opposites:

1. objective 5. diplomatic 9. insincere

2. impatient 6. firendly 10. non-authorita-
tive

3. a good listener 7. firm 11. reassuring

4. dogmatic 8. understanding 12. strong
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swosamrcer [

In pairs prepare a short presentation about a company and tell your friends about its
corporate responsibility policy.

1.4 How to handle performance problems - counselling

Counselling has some elements of coaching, but it is designed primarily to address prob-
lem employees. These may be employees whose work consistently is substandard, who
regularly miss deadlines, are uncooperative, insubordinate, or frequently absent or tardy.
Chronic complainers also fall into this category.

If the situation warrants counselling, your first step will be to bring the problem to the
employee’s attention. This can be done with a simple, spontaneous remark, such as, “Hal,
you should be at your desk now, shouldn’t you?”

Typically, however, counselling begins with the first in a series of one-to-one meetings
with the problem employee. These interviews are the primary tool of counselling.

Five Key Objectives

The purpose of interviewing is fivefold: to get the employee to agree that there is a need
for performance change; identify the cause of the problem; determine specific actions to
improve performance; ensure those goals are met, and reinforce correct behaviour.

Begin the interview by putting the employee at ease. You might say you’re concerned
about the situation, for example, but don’t lecture. Employees are more responsive to
counselling when they don’t feel they’re under attack.

Move on to the nature of the problem. Be specific. To do this, you must have done your
homework, documenting how often the problem occurred and the consequences of the
problem on the person’s work.

Give the employee time to respond. There’s always the possibility that the individual is
in the right and that the problem is nothing more than a misunderstanding. If you establish
that this is not the case, however, progress to your second objective: Identify what’s causing
the problem.

Some common causes include stress, unclear priorities, poor time management, too
much or too little supervision, interpersonal conflicts, personal issues, or resentment over
a promise you made and broke. Revealing the source of the problem takes gentle probing
and active listening. Some employees are more forthcoming than others. Be patient.
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Once you’ve identified the problem’s cause, the two of you must agree on specific ac-
tions to improve performance. Offer, or be prepared to get, information about the com-
pany’s policies and procedures to help the employee develop an action plan.

If the problem is beyond your scope, refer the employee to the employee assistance pro-
gram or human resources department. A word of caution: trying isn’t good enough. An
employee who says, “I’ll try,” is agreeing only to attempt the action but not achieve it. Get
the employee to state what he or she actually will do.

Follow up this first meeting with subsequent meetings that allow you to ensure the em-
ployee is achieving the agreed-upon action plan.

Reinforce any improvements you observe. You might even want to reward the employee
with a special assignment or opportunity for special training. Keep that good behavior on
track.

Zdroj: Autodesarrollate.vitro.com: Executive Book Summaries. [online]. Executive Book Summaries, 1999. [cit.
2013-07-04].Dostupné z:http://autodesarrollate.vitro.com/PORTAL/autodesarrollate/portal/pdf/CoachingCounselin-
gMentoring.pdf

7]

1 What is the role of counselling in modern businesses?

2 What groups of employees does counselling usually target?

3 What is the first tool mentioned in the article used in counselling?

4 What tactics should you use when handling a problematic employee?

5 What is the final advice on the future possible cases, which require counselling?

LEXIS
1.7 Match the words with the suitable definitions:

1. counsel a) a piece of work that is 1.
given to someone as part of
their job

2. insubordinate b) to tell someone that you 2.
will certainly do something

3. misunderstanding c) an occasion when some- 3.

one does not understand
something correctly
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4. interpersonal d) able to wait c

almly for a

long time or to accept diffi-

culties, people's
behaviour etc w
coming angry

5. promise e) not willing to obey orders

annoying
ithout be-

from people in authority
6. patient f) connected with relation-
ships between people

7. assignment g) to give advice

1.8 Complete the opposites to the following adjectives:

. consistently

. substandard

. simple

. unclear

. agree

. improvement

a Uk, WN

1.9 Which word is different?

1.complaint grievance
2.wording comment
3.people human resources
4.insincere dishonest

a)
b)
c)
d)
e)
f)

resentment
observation
workforce
two-faced

praise
remark
department
one-faced

1.10 Translate the following expressions into Czech:

1. Counselling has some elements of coaching,
but it is designed primarily to address problem
employees.

2. The purpose of interviewing is fivefold.

3. To get the employee to agree that there is a
need for performance change

4. Identify the cause of the problem.

5. Determine specific actions to improve perfor-
mance.

6. Ensure those goals are met.

7. And reinforce correct behaviour.

1.5 Grammar — Modal verbs

Jestlize chceme v anglictin€ vyjadrit uréitou radu ¢i doporuceni volime modalni sloveso
SHOULD nebo v zaporu SHOULD NOT (SHOULDN’T). V piipad¢, ze chceme vyjadrit
silny stupent modality a poZadujeme, aby nés partner néco neprodlené udélal, volime zpt-
sobové sloveso MUST v zaporu NEEDN’T (nemusite). MUST se chape jako zévazek ¢i
povinnost na stran¢ mluvciho, zatimco HAVE TO (zapor DON’T HAVE TO) na stran¢
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vnéjsi, napt. predpisy, pravidla obecné okolnosti. Nezaméitujme tvar zdporu MUSTN’T ve
vyznamu nesmite.

Nyni nasleduji ptiklady k uvedenym bodiim a), b), c).

We should wear formal clothes to business lunches.

Pete shouldn’t be late for meetings.

We must show more cultural understanding but you mustn’t invade a British colleague’s
personal space too much.

GRAMMAR-EXERCISES

1.11 Use should or shouldn’t and complete the sentences:

speak to our boss/ buy an expensive computer/ be late / develop a better website/ state
three days

1. Our online business is bad. We ...

2. Our team is working too many hours. We ...

3. The meeting is very important. We ...

4. She wants to visit a lot of customers in Spain. She ...

1.12 Give the opposite advice by using should, shouldn’t or T don’t think,
e.g. Susan should go to Paris next month...I don’t think Susan should
go to Paris next month.

1. Ithink he should go to London next week. ...
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2. You should buy another branch in Slovakia ...

3. She shouldn’t take the clients to an expensive restaurant. ...
4. 1 think we should launch the new product next month. ...

5. Our boss thinks it’s too late to send the report now. ...

6. We should order online. ...

1.13 Match the following halves into sentences:

1. All foreign nationals must ... a) let senior executives speak first.

2. Although it is quite a liberal country ... b) fill in the landing card.

3. Intheir meetings, junior staff haveto  c) the equivalent of 1,000 euros out of the
country.

4. They have casual Fridays which d) otherwise you could embarrass your hosts.
means ...

5. You mustn’t take more than ... e) you don’t have to wear formal clothes on

that day.

6. You shouldn’t buy a very expensive f) you should avoid drinking alcohol in public.

gift ...

1.6 Grammar - Past tenses

V anglictin€ jsme se jiz setkali s minulym prostym ¢asem, ktery jsme pouzivali pro vy-
jadieni ukonceného déje v minulosti, déje, ktery nasleduje za jinym v néjakém vypravéni,
¢1 jiné udalosti v minulosti. Nejcastéji je spojovan s asovymi spojkami yeasterday, ago,
before, after, last week apod. Minuly ¢as prosty se tvoii pro vSechny osoby pomoci stejného
zakonceni, tedy sloveso pravidelné + ed nebo u sloves nepravidelnych nepravidelny tvar
(came, took, brought apod.). Kladna véta: Podmét + sloveso v minulém tvaru + zbytek véty
(I attended the meeting). Zapor: Podmét + didn't (did not) + sloveso Vv infinitivu + zbytek
véty (Our team did not/didn’t come to the meeting). Otazka: Did + podmét + sloveso v
infinitivu + zbytek véty? (Did you buy the services of that company?). Kromé& minulého se
objevuje dalsi Cas, ktery je na pomezi minulosti a soucastnosti, tedy piredpfitomny cas.
Ptedptitomny ¢as oznacuje udalosti, které se udaly Casové ,,pred ted’/nyni*, nevyjadiuje,
kdy se udalost stala; pii pouziti pfesného Casu je nutné pouzit minuly Cas prosty. Vyjadiuje
minulou udalost, kterda ma pritomny nasledek, d¢j je obvykle v nedavné minulosti.

Nejcasteji se poji s ¢asovymi spojkami, jako jsou: for, since, ever, never, just, yet,
recently, lately, already apod.

Tvofi se nasledovné: kladna véta: Podmét + have (3. os. j. €. has) + pri¢esti minulé+
zbytek véty (I have been to many countries on business).
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Zapor: Podmét + haven't (3. os. j. ¢. hasn't) + prifesti minulé + zbytek véty (She
has not visited our company). Otazka: Have (has) + podmét + pricesti minulé + zbytek
véty?(Have they ever gone to the subsidiaries in Austria?

Minuly ¢as pritbéhovy vyjadiuje uddlost, ktera probihala v minulosti v pfesné uréeném
okamziku. Dale popisuje vice d&ji, které probihaly soucasné, a zaroven se objevuje velice
Casto ve vypravéni. V kladné vété se tvori pomoci slovesa was/were+sloveso+ing (I was
going to work). Zapor ptridava not - was/were+sloveso+ing (She was not speaking.)
Otazka: was/were+podmeét+sloveso+ing? (Were they discussing the problem?)

Predminuly ¢as vyjadiuje uddlosti, které probehly v minulosti jako prvni ptred dalsi
udalosti v minulosti. V kladné vété se tvoti pomoci slovesa had+p¥Fi¢esti minulé+zbytek
véty (I had entered the office, when the business partners arrived). Zapor: Podmét+had
not (hadn’t) + pricesti minulé+zbytek véty. Otazku tvofime pomoci slovesa HAD-pii-
Cesti+zbytek véty? (Had they established the enterprise before they became publicly
known?)

Nyni uvadimé dalsi piiklady k vySe zminénym pravidlim:

We flew to Madrid to sign the contract three weeks ago. / | didn't go to a business trip
to Berlin two weeks ago. We were discussing the problem for many hours.

I have not seen the agreement yet. / Have you travelled a lot recently?

They had already set up a few successful businesses before they came to America. /
They had not moved the company in the 1980s.

GRAMMAR-EXERCISES
1.14 Use the correct forms of the irregular verbs:

2 totell...
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3 tofall...

4  to begin...
5 togive...
6 torise...

1.15 Complete the suitable verbs forms:

While my elder brother Patrick 1. ... (work) in his grandfather's business, he 2. ... (start)
to understand the importance of advertising — he said he 3. ... (never/ think) about it before.
He 4. ... (already / be) in the job for ten days when he first 5. ... (speak) to the grandfather.
He almost got lost in the big factory as he 6. ... (plan / meet) him for the first time in his
big office.

1.16 Now form the questions to the sentences from Exercise 2 and use
different question forms, such as when, what, who, etc.:

1.17 Now form the negatives:

While my elder brother Patrick 1. ... (work) in his grandfather’s business, he 2. ... (start)
to understand the importance of advertising — he said he 3. ... (never/ think) about it before.
He 4. ... (already/ be) in the job for ten days when he first 5. ... (speak) to the grandfather.
He almost got lost in the big factory as he 6. ... (plan / meet) him for the first time in his
big office.
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[ [sawosramvoo ]

Try to brainstorm in small teams some typical aspects of corporate culture in the
Czech Republic. Then look for existing examples with existing companies based for in-
stance on the available materials and documents. Try to sum up the main ones and explain
them to your friends. Then discuss further the presented ideas.

7]

1.7 Test

1 A great culture starts with a vision or ...

e mission statement
e mission
e statement

2 A company's ... are the core of its culture.

e values
e treasure
e gem

3 Values are of little importance unless they are ... in a company's practices.

e enshrined
e shrined
e shrine

4 No company can build a ... culture without people who either share its core values
or possess the willingness and ability to embrace those values.

e incoherent
e intelligent
e coherent

5 The ability to ... that history and craft it into a narrative is a core element of
culture creation.

o bury
e hide
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e unearth

6 The most talented but also the best suited ... a particular corporate culture.

o {0
e for
e With

7 Any organization has a ... history.

e normal
e unique
e common

8 Members ... throughout the day and interact in informal, unplanned ways.

e run into each other
e run against of each other
e run with each other

9 That's why the greatest firms in the world also have some of the most ... recruiting
policies.

e |oose
e stringent
e slack

10 There are other factors that ... culture.

e influence
e inspire
e persuade
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] e

1.8 Key

LEXIS-EXERCISES

26

10.

11.

12.

13.

14.

N

1.1 Complete the sentences and use the vocabulary listed in the middle

column below:

In our enterprise our
staff members don’t
have to wear busi-
ness suits at the end
of the week. Our en-
terprise has a system
of ...

In many Czech banks,
staff can’t wear what
they like. They have
to wear ...

In some manufactur-
ing companies for
two weeks each
month, staff work at
night. They can’t
sleep during the day.
They hate ...

How many days’ ... do
your co-workers get
in your company?
Our management
sends us a(n) ... in the
post each month.
Our marketing de-
partment starts every
day with a(n) ... meet-
ing. It is very relaxed.
In some countries,
the company culture
is formal. Staff use
...when they speak to
each other

a) uniforms b) casual Fridays
c) weekend clothes

a) uniforms b) casual Fridays
c) weekend clothes

a) flexible hours b) part-time
c) shift work

a) childcare b) annual leave
c) public holiday

a) written report b) face to
face c) e-mail

a) informal b) formal c) so-

cial

a) job title b) first name c)
family names

1.b)

2.a

3.c)

4.b)

5.a)

6.a)

7.b)

1.2 Match each phrase with its explanation:

to empower staff ...

to support innovation ..

c)

e)

to be customer focused ... b)
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9. toreward good performance ... a)
10. to encourage trust at all levels ... d)

1.3 Which word is different?

4. culture values earnings
5. narrative story storyline
6. values morals evil

1.4 Work in pairs and complete the

following business etiquette quiz:

1.b,2.b,3.b,4.¢,5.d,6.b,7.b,8.a9.b,10.c

1.5 Translate the following adjectives

into Czech:

1. objektivni
2. netrpélivy

5. diplomaticky
6. pratelsky

9. neupfimny
10. autoritativni

3. dobry poslu- 7. rozhodny 11. hrozivy
chac
4. dogmaticky 8. porozumeéni 12. slaby

1.6 Find the opposites:

1. subjective, 5. undiplomatic 9. sincere

unobjective

2. patient 6. unfriendly 10. authorita-
tive

3. a bad listener 7. irresolute 11. threatening

4. broad-minded 8.unperceptive, 12. weak

unperceiving

standards
news
ethics

1.7 Match the words with the suitable definitions:

1. counsel a) a piece of work that is

given to someone as part of

their job

b) to tell someone that you
will certainly do something
c) an occasion when some-
one does not understand
something correctly

2. insubordinate

3. misunderstanding

lg

2.e

3.c
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4. interpersonal

5. promise
6. patient

7. assighment

d) able to wait calmly for a 4. f
long time or to accept diffi-

culties, people's annoying
behaviour etc without be-

coming angry

e) not willing to obey orders 5.b
from people in authority

f) connected with relation- 6.d
ships between people

g) to give advice 7.a

1.8 Complete the opposites to the following adjectives:

1. consistently

a) inconsistently

2. substandard b) superior
3. simple c) difficult
4. unclear d) clear
5. agree e)disagree

6. improvement

1.9 Which word is different?

1.complaint grievance
2.wording comment
3.people human resources
4.insincere dishonest

f) deterioration

resentment praise
observation remark
workforce department
two-faced one-faced

1.10 Translate the following expressions into Czech:

1. Counselling has some elements of coaching,
but it is designed primarily to address problem
employees.

2. The purpose of interviewing is fivefold.

3. To get the employee to agree that there is a
need for performance change

4. Identify the cause of the problem.

5. Determine specific actions to improve perfor-
mance.

6. Ensure those goals are met.

7. And reinforce correct behavi or.

GRAMMAR-EXERCISES

Poradenstvi ma nékteré prvky koucovani,
ale predevsim je urceno pro osloveni prob-
[émovych zaméstnanc(.

Ucel pohovoru je pétinasobny.

Primét zaméstnance, aby souhlasil s
potifebou zmény ve své vykonnosti.

Urcit pfic¢inu problému.

Stanovit konkrétni kroky pro zlepseni
vykonnosti.

Zajistit, aby tyto cile byly spinény.

A posilit spravné chovani.

1.11 Use should or shouldn’t and complete the sentences:

speak to our boss/ buy an expensive computer/ be late / develop a better website/ state

three days
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1. Our online business is bad. We should develop a better website.

2. Our team is working too many hours. We should speak to our boss.

3. The meeting is very important. We shouldn’t be late.

4. .She wants to visit a lot of customers in Spain. She should stay three days.

1.12 Give the opposite advice by using should, shouldn’t or I don’t think,
e.g. Susan should go to Paris next month...I don’t think Susan
should go to Paris next month.

1. 1 think he should go to London next week. I don’t think he should go to Lon-
don next week.

2. You should buy another branch in Slovakia I don’t think you should buy ano-
ther branch in Slovakia.

3. She shouldn’t take the clients to an expensive restaurant. You should take the
clients to an expensive restaurant.

4. | think we should launch the new product next month. We should launch the
new product next month.

5. Our boss thinks it’s too late to send the report now. I don’t think we should
send the report now.

6. We should order online. I don’t think we should order online.
1.13 Match the following halves into sentences:
All foreign nationals must ... b)
Although it is quite a liberal country ... f)

In their meetings, junior staff haveto a)

They have casual Fridays which e)

means ...
You mustn’t take more than ... c)
You shouldn’t buy a very expensive d)
gift ...

1.14 Use the correct forms of the irregular verbs:
2. told/told
3. fell/fallen
4. began/begun
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5. gave/given
6. rose/risen
1.15 Complete the suitable verbs forms:

While my elder brother Patrick 1. was working in his grandfather’s business he 2.
started to understand the importance of advertising — he said he 3. had never thought
before. He 4. had already been in the job for ten days when he first 5. spoke to the grand-
father. He almost got lost in the big factory as he 6. was planning to meet him for the first
time in his big office.

1.16 Now form the questions to the sentences from Exercise 2 and use
different question forms, such as when, what, who, etc.:

2. Who was working in the grandfather’s business?
3. What did he start to understand?

4. What did he say?

5. How long had he been in the job?

6. When did he speak to the grandfather?

7. What was he planning to do?

1.17 Now form the negatives:

While my elder brother Patrick 1. was not working in his grandfather’s business he 2.
did not start to understand the importance of advertising — he said he 3. had never thought
before. He 4. had not already been in the job for ten days when he first 5. did not speak to
the grandfather. He almost got lost in the big factory as he 6. was not planning to meet him
for the first time in his big office.

1.8.1 TEST
1. A great culture starts with a vision or ...

e mission statement
e mission
e statement
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2. A company's ... are the core of its culture.

values
treasure
gem

3. Values are of little importance unless they are ... in a company's practi-
Ces.

enshrined
shrined
shrine

4. No company can build a ... culture without people who either share its
core values or possess the willingness and ability to embrace those va-
lues.

incoherent
intelligent
coherent

5. The ability to ... that history and craft it into a narrative is a core ele-
ment of culture creation.

bury
hide
unearth

6. The most talented but also the best suited ... a particular corporate
culture.

to
for
with

7. Any organization has a ... history.

normal
unique
common

8. Members ... throughout the day and interact in informal, unplanned
ways.

run into each other
run against of each other
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e run with each other

9. That's why the greatest firms in the world also have some of the most
... recruiting policies.

e |oose
e stringent
e slack

10. There are other factors that ... culture.

e influence
e inspire
e persuade

El[swmuertmapmrary ]

Kapitola Corporate Culture — Work Culture and Placements se zaméfila na témata,
ktera jsou dulezitd v obchodnim svété. Zdaraznila potfebu vyznavat firemni kulturu, eti-
ketu, ale také schopnost diplomaticky upozornit na nedostatky pti plnéni pracovnich po-
vinnosti za pomoci zdvoftilostnich vazeb, které kapitola rovnéz procvicuje.

|
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2 CORPORATE CULTURE — WORK ORGANIZATION
AND RESPONSIBILITY

mowrmmeaemoy [

Kapitola se zabyva tématy, kterd jsou nedilnou souc¢ésti firemni kultury — firemni odpo-
veédnost a interkulturni komunikace, kterd je v dneSnim globalizovaném svété jednim ze
zékladnich predpokladl uspésné komunikace ve firmach a mezi nimi.

V gramatické ¢asti si pfipomeneme a procvicime tzv. ,,diplomatic language®, ktery tizce
souvisi s firemni kulturou a zvlasté pak s interkulturni komunikaci.

ooy ]

V této kapitole se nau¢im:

e Slovni zasobu k tématu firemni odpovédnosti a interkulturni komunikace,
e Pohovofit o firemni odpovédnosti a tématech spojenych s interkulturni komunikaci,
e Pouzivat zdvofilostni fraze.

|
Barrier, corporate responsibility, culture, diplomatic language, intercultural communi-
cation.

2.1 Vocabulary

adhere drzet se ¢eho, dodrzovat
affect ovlivnit

agenda program

be aware of byt si védom ¢eho

be concerned with zabyvat se nécim

be forced into byt donucen k

be held accountable for byt zodpovédny za
break porusit

come down to odkazovat
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condition podminka
conscience svédomi

core jadro

corporate firemni
conscience svédomi

damage poskodit

dealings jednani

disappear vyhynout, zmizet
exploitation vyuZiti, vykofistovani
government vlada

impact vliv, ovlivnit

issues problematika
labor law pracovni pravo

law zakon

monitor dohlizet, kontrolovat
penalty trest, pokuta
provide poskytovat

public vefejnost
rainforest destny prales
reach dosahnout

recent nedavny

regarding ohledné, tykajici se
responsibility zodpovédnost
scale meéritko, Skala

set stanovit

shape formovat
shareholder akcionar

social spolecensky

start out zalit nécim
strenghth sila, silnd stranka
take into account vzit v Uvahu

touch dotykat se

trade obchodovat
unnoticed bez povsimnuti
value hodnota
wrongdoing pachani zla, provinéni

2.2 What is it corporate responsibility?

Every company or business usually starts out with its own set agenda, which differs from
business to business. A lot of businesses exist simply to make money. There are others that
seriously wish to provide a needed service to a community or to the world. Each of these
businesses has a corporate responsibility to the public, its shareholders, and the world it

trades in.

In its most basic terms, corporate responsibility can come down to the ethics of a busi-
ness. Each company has its own set of core values, but the company’s values also touch
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everyone that the business deals with. Years ago, a company’s corporate responsibility was
dictated by its government. There were set laws that had to be adhered to regarding finan-
cial and social responsibility. Today, however, corporate responsibility has to take into ac-
count the world that we live in on a much wider scale.

The public has become much more globally aware, and there are a number of groups
that monitor corporations closely. These groups have the conditions of the world in mind.
They think about the social issues of the world, such as labor laws and the exploitation of
workers. They are also concerned with environmental issues, such as the rainforests disap-
pearing.

Corporations are now held accountable not just by the government, but also by the pub-
lic. Corporate responsibility must now take into account how dealings with customers,
shareholders and employees are seen by the world. Large global corporations know that
people are watching them and that any wrongdoing will not go unnoticed.

Many companies have a social conscience, treat employees fairly and try to do the best
for their shareholders while trying to be socially responsible. There are, however, many
other corporations who see nothing wrong with employing third world country workers to
make their products. It is only due to groups who monitor such activities that these issues
become public.

Many corporations have been forced into taking corporate responsibility. They know
that it does not make good business sense to be seen as a company that is damaging the
world that we live in. Huge penalties and fines also await corporations that break ethical
and environmental laws.

Corporate responsibility has a huge impact not only on the local community but also on
the world. Its effects are social, economic and environmental. Bad and good corporate re-
sponsibility has effects that reach from the worker in the third world country to the air that
we breathe.

A recent report stated that major investors are now more likely to invest in a corporation
that has shown corporate responsibility. Investors are aware of the customer’s strength of
opinion regarding unethical companies. The customer is now in a better position to shape
corporate responsibility than ever before.

Zdroj: wiseGEEK: What is Corporate Responsibility? [online].Copyright, 2003 — 2013. [cit. 2013-07-04].
Dostupné z: http://www.wisegeek.com/what-is-corporate-responsibility.htm

oer 7]

1 Who are modern companies responsible for these days?

2 What is corporate responsibility focused on according to the article?
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3 What is the role of the public in corporate responsibility in modern enterprises?

4 What is the current trend like among modern businesses as far as corporate responsi-
bility is concerned?

5 What effects does corporate responsibility have on the corporate environment today?

LEXIS
2.1 Complete the missing collocations in the columns:
Words in Czech Noun in English Adjective in English
e.g. podnikatel entrepreneur entrepreneurial
1. spolec¢nost
2. zodpovédnost
3. vliv
4. ekonomie
5. Zivotni prostiedi
6. verejnost
2.2 Add the opposites to the following adjectives:
1. responsible a)
2. social b)
3. strength c)
4. huge d)
5. disappear e)
6. ethical f)
7. global 8)
2.3 Which word is different?
1. corporation company enterprise house
2. social collective individual public
3. awareness disregard attentivness responsiveness
4. dictatorship management administration government
2.4 Translate the following expressions into English:
1. byt zodpovédny 6. sledovat co se déje na vefejnosti
2. mit vliv na okoli 7. vzit v ivahu dopady na Zivotni prostredi
3. pecovat o Zivotni prostredi 8. poskozovat prostiedi
4. vyuzivat nékteré zaméstnance 9. délat maximum pro akcionare
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5. porusSovat zakony 10. poskytovat sluzby verejnosti a jinym ko-
munitam

2.3 Intercultural issues in managerial corporate communication

Under most circumstances, intercultural communication requires patience and under-
standing. It requires knowledge of the other person's culture and language, coupled with
careful, thoughtful responses. Issues with intercultural communication can become ampli-
fied when the situation includes corporate managerial messages. In corporations, it's vital
that managers and employees understand each other because that comprehension keeps the
corporation running smoothly. More often than not, the key to acceptable intercultural cor-
porate communication lies in careful research of the other person's culture.

COMMUNICATIONSTYLE

One of the biggest problems comes from language barriers. Even when the manager
speaks in the employee's language (or vice versa), usage can become an issue because the
connotation of words is cultural, and often isn't learned from foreign language study. Non-
verbal commutation, such as facial or hand gestures, also carry cultural meanings that are
specific to a person’s regional traditions. A manager might inadvertently use a gesture that's
offensive to the employee.

CONFLICT

Various societies have different attitudes toward workplace conflict. Some cultures see
conflict as necessary and positive, while others view it as a negative thing to be avoided.
In the corporate world, managers are sometimes called on to reprimand, criticize or punish
employees, all activities that could cause conflict. In the intercultural setting, managers
should approach conflict in a way that's acceptable to the employees' customs.

TASK COMPLETION

Corporate work includes many job duties that require task completion skills; however,
how tasks are completed varies from society to society. Rewards, time management, and
teamwork all have different meanings to individual cultures. Corporate managers must de-
cide which task completion standards are culturally debatable and which ones are steadfast
company policy.

DECISION-MAKING

Some cultures rely on a single decision maker and others use team conferences to come
up with options and resolutions. The same is true for corporations and managerial styles.
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Managers should find an appropriate mix of their personal decision making, corporate pol-
icy and the employees' preferred level of participation.

GENERAL KNOWLEDGE

What is common knowledge to one culture is an obscure reference to another. Differ-
ences in measurements, religion, and cultural references can impede multicultural commu-
nication. Even the way people learn and understand information can vary widely from cul-
ture to culture. According to PBS, some Asian cultures use learning as a vehicle towards
religious transcendence, while some African cultures learn best when they are surrounded
by information of all different kinds, even using symbols and rhythm. Depending on the
culture of both the corporate manager and the employee, various ways of training and teach-
ing may be used to acclimate the employee and ensure that the corporate messages are
understood.

Zdroj:eHow money: Intercultural Issues in Managerial Corporate Communication. [online]. Demand Media, Inc,
1999 - 2013. [cit. 2013-07-04]. Dostupné z: http://www.ehow.com/info 7980889 intercultural-issues-managerial-corpora-
tecommunication.html

7]

1 What does intercultural communication require according to the beginning of the article?

2 What are some essential aspects of intercultural communication mentioned above?
3 Why is communication style so important in intercultural communication?

4 1s conflict always seen as a negative issue in different cultures?

5 What is meant by task completion?

6 What is the role of decision making and general knowledge in intercultural communica-
tion?

LEXIS

2.5 Put the following pieces of advice regarding the preparation for in-
tercultural communication in logical order:

1...,2...,3...,4...,5...

A. Plan to be patient during the communicative exchange. If the other person will
be speaking English as a second language, don't react strongly to mispronuncia-
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tions or awkward wording, and keep your own phrases simple and straightfor-
ward; however, don't speak excessively loudly or slowly unless you are asked to
do so. If you will be communicating via an interpreter, make sure to look directly
at the person you're communicating with rather than the interpreter when you
speak.

Skim through a travelers' guide about the country or region from which the per-
son originates. Travelers' guides usually have a chapter or two that succinctly
summarize the most important things you need to know when interacting with a
person from that country, such as hand gestures that are considered rude and
expected manners when meeting. Pay special attention to recommendations re-
garding body language, handshakes, eye contact and other factors that are likely
to come into play during your meeting.

Find out as specifically as possible the cultural background of the person you're
meeting. If you're meeting someone from another country, you need to know
more than the name of the country in order to properly prepare. For example, a
Chinese person from Taiwan may have completely different customs than one
from Tibet.

Learn how to say "hello™ or an equivalent formal greeting in the other person's
language. Even if you will be using an interpreter or already know that the other
person will be speaking to you in English, it might be a good icebreaker to be
able to greet the other person in her own language. Continue to be careful about
assumptions, however. For example, an Italian-American may or may not be able
to speak Italian, especially if she is not a first-generation immigrant.

Familiarize yourself with the individual person's background, if possible. Before
a business meeting, search the person's name in Google to see if he has a short
bio on his company's website. This can be especially helpful before a meeting
with someone from another culture within your own country. If you're meeting
someone with a Mexican American background, for example, it helps to know
whether that person only recently immigrated to the U.S. or if she has lived in
the U.S. all her life. If you can't find this information, never make assumptions.
A third-generation child of immigrants is likely to be offended if you address
him as if he were a foreigner.

Zdroj: eHow: How to Prepare for Intercultural Communication. [online]. Demand Media, Inc, 1999 — 2013. [cit.
2013-07-04]. Dostupné z: http://www.ehow.com/how_8632016_prepare-intercultural-communication.html

careful
different
proper
possible

2.6 Write the opposites:
important strong
rude simple
direct slow
patient loud
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2.7 First, read the article below and state if the following statements are
true or false:

1. Itis not necessary to discover more details about the culture you are about to meet
some business partners from....

2. The person’s background is important when meeting the foreigner....

3. If you do not have necessary information then it is quite common to guess the per-
son’s origin during the intercultural meeting....

4. Never read the traveler’s guides before meeting the foreigner....
5. Nonverbal signals are based on the written communication form....

6. It is always good to know how to say a few words in the foreign language you do
not speak....

7. When speaking to non-native speakers it is appropriate to use the simple grammar
and vocabulary....

How to prepare for intercultural communication

Find out as specifically as possible the cultural background of the person you're meeting.
If you're meeting someone from another country, you need to know more than the name of
the country in order to properly prepare. For example, a Chinese person from Taiwan may
have completely different customs than one from Tibet.

Familiarize yourself with the individual person's background, if possible. Before a busi-
ness meeting, search the person’s name in Google to see if he has a short bio on his compa-
ny's website. This can be especially helpful before a meeting with someone from another
culture within your own country. If you're meeting someone with a Mexican American
background, for example, it helps to know whether that person only recently immigrated to
the U.S. or if she has lived in the U.S. all her life. If you can't find this information, never
make assumptions. A third-generation child of immigrants is likely to be offended if you
address him as if he were a foreigner.

Skim through a travelers' guide about the country or region from which the person orig-
inates. Travelers' guides usually have a chapter or two that succinctly summarize the most
important things you need to know when interacting with a person from that country, such
as hand gestures that are considered rude and expected manners when meeting. Pay special
attention to recommendations regarding body language, handshakes, eye contact and other
factors that are likely to come into play during your meeting
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Learn how to say "hello” or an equivalent formal greeting in the other person's language.
Even if you will be using an interpreter or already know that the other person will be speak-
ing to you in English, it might be a good icebreaker to be able to greet the other person in
her own language. Continue to be careful about assumptions, however. For example, an
Italian-American may or may not be able to speak Italian, especially if she is not a first-
generation immigrant.

Plan to be patient during the communicative exchange. If the other person will be speak-
ing English as a second language, don't react strongly to mispronunciations or awkward
wording, and keep your own phrases simple and straightforward; however, don't speak ex-
cessively loudly or slowly unless you are asked to do so. If you will be communicating via
an interpreter, make sure to look directly at the person you're communicating with rather
than the interpreter when you speak.

Zdroj: eHow: How to Prepare for Intercultural Communication. [online]. Demand Media, Inc, 1999 — 2013. [cit.
2013-07-04]. Dostupné z: http://www.ehow.com/how_8632016_prepare-intercultural-communication.html

swosrameree [

Repeat the main rules for intercultural communication in small teams then find one
country and explain its main cultural characteristics to your friends.

2.4 Grammar — Diplomatic expressions
Being diplomatic language

In business meetings and negotiations it is better to be polite, indirect and diplomatic to
fulfill your goals and to show your respect to your partner. You should listen carefully
(Yes, but....,, I see what you mean but ...., | agree up to the point ....it is better to avoid
negative words — instead of | do not think it is a good idea say: I don 't think that’s such a
good idea... , use softeners We don 't really like it, I 'm afraid. Can | just say something
here? Sorry, I didn 't quite catch that. Use negative questions: Wouldn 't it be better (not)
to....2 Why shouldn 't you....? Wouldn 't you agree that....?

GRAMMAR EXERCISES
2.8 Make these comments more diplomatic.
1 You shouldn’t disturb your colleagues.
2 Delegate, or you'll never finish your tasks.
3 You shouldn’t drink and eat at your desk.
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4 You shouldn’t make your personal calls at work.
5 I think it’s a bad decision.

6 | disagree with a 15% discount.

N

Prepare a short problem-solving meeting. Use diplomatic language.

7]

2.5 Test
1. Tony ... a manager when he was 21.
e became
¢ has become
¢ had become
2. Our business partners called while I ... to the boss.
e was talking
¢ have been talking

e had been talking

3. How long ... in sales overseas? (the person is still)
¢ had you been
¢ have you been
e were you
4. We ... your latest proposal and our management is impressed.

e had reviewed
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have reviewed
reviewed

5. We are happy that our brand is successful. It ... a lot of time to esta-
blish it in Aisa.

had taken
has taken
took

6. The French labor unions ... to resume on last Monday another round
of talks.

were agreeing
have agreed
agreed
7. Our Finnish team ... those changes last week.
had implemented
have implemented
implemented

8. Over the past few months our international teams ... in a number of
huge projects.

had been involved
have been involved
were involved

9. I... the approval of five committee members at Siemens before Hans
Mayer signed off on the project.

had already received
did already get

have already got

43



CORPORATE CULTURE — WORK ORGANIZATION AND RESPONSIBILITY

10. Our accountant had not ... the figures were so low.
e realized
e Dbeen realized

e been realizing

] e

2.6 Key

LEXIS-EXERCISES

2.1 Complete the missing collocations in the columns:

Words in Czech Noun in English Adjective in English

e.g. podnikatel entrepreneur entrepreneurial

1. spole¢nost company corporate

2. zodpovédnost responsibility, accountabi- responsible, accountable
lity

3. vliv influence influential

4. ekonomie economics, economy economic

5. Zivotni prostiedi environment environmental

6. vefejnost public public

2.2 Add the opposites to the following adjectives:

1. responsible a) irresponsible
2. social b) unsocial

3. strength c) weakness

4. huge d) tiny

5. disappear e) appear

6. ethical f) unethical

7. global g) local

2.3 Which word is different?

1. corporation company enterprise house

2. social collective individual public

3. awareness disregard attentivness responsiveness
4. dictatorship management administration government
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2.4 Translate the following expressions into English:

1. be responsible 6. watch what is going on in the public

2. have an impact on the environment 7. take into account the impacts on the envi-
ronment

3. care for the environment 8. damage the environment

4. exploit some staff 9. do the best for the shareholders

5. break the laws 10. provide the service to the public and

other communities

2.5 Put the following pieces of advice regarding the preparation for inter-
cultural communication in logical order:

1.C, 2.E 3B,4D,5A

2.6 Write the opposites:

1. careless 5. unimportant 9. weak
2. same 6. polite. 10. difficult
3. improper 7. indirect 11. fast

4. impossible 8. impatient 12. quiet

2.7 Are the following statements true or false:

1/F 2/T 3/F 4/F 5/F 6/T 7/T

GRAMMAR-EXERCISES
2.8 Make these comments more diplomatic.
1 Don't you think it’s better not to disturb your colleagues?
2 Wouldn't it be better to delegate to finish tasks on time?
3 Why shouldn’t you rest in the kitchen, there is a new coffeemaker.
4 Wouldn't you agree that making personal calls at work is not such a good idea?
5 I don’t think that’s such a good decision.

6 | see what you mean, but I think we should ask for a 20% discount.
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2.6.1 TEST
1. Tony ... a manager when he was 21.
e became
e has become
e had become
2. Our business partners called while I ... to the boss.
e was talking
e have been talking
e had been talking
3. How long ... in sales overseas? (the person is still)
e had you been
e have you been
e were you
4. We ... your latest proposal and our management is impressed.
e had reviewed
e have reviewed
e reviewed

5. We are happy that our brand is successful. It ... a lot of time to esta-

blish it in Aisa.
e had taken
e has taken
e took

6. The French labor unions ... to resume on last Monday another round
of talks.

e \were agreeing
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e have agreed
e agreed
7. Our Finnish team ... those changes last week.
e had implemented
e have implemented
e implemented

8. Over the past few months our international teams ... in a number of
huge projects.

e had been involved
e have been involved
e were involved

9. I... the approval of five committee members at Siemens before Hans
Mayer signed off on the project.

e had already received
e did already get
e have already got
10. Our accountant had not ... the figures were so low.
e realized
e been realized

e been realizing
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[ swmwortnapmary ]

V kapitole Corporate Culture — Work Organization and Responsibility jsme se za-
meéfili na téma firemni odpovédnosti a také na téma interkulturni komunikace, kterd v sou-
casném globalizovaném svété ma své dllezité misto. Naucili jsme se, jak citlivé pfistupovat
k vyhrocenym situacim a spravné na né reagovat.
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3 CUSTOMER SUPPORT — CALL CENTRES

owrmmeeroy [

Kapitola je vénovana tématu Call center, vysvétluje tlohu outsourcingu v této oblasti,
zvlasté pak jaké jsou jeho vyhody a nevyhody. V kapitole se rovnéz zamétime na SWOT
analyzu, ktera je dlleZitou soucasti uspéSného podnikani jak v rovin€ osobni, tak také napft.
na urovni firmy.

Gramaticka ¢ast se zamétuje na spravné kladeni otazek, které izce souvisi s probiranou
problematikou, a pouzivani urcitych a neurcitych ¢lent.

|
V této kapitole se nau¢im:
e Slovni zasobu k tématu Call center,
e Vysvétlit, co je to outsourcing,
e Popsat SWOT analyzu,

e Spravné klast otazky,
e Pouzivat ¢leny.

._________________________________________________________________________________________________________________________________________|
_E

Call centre, customer, costs, outsourcing, request, service, SWOT analysis.

3.1 Vocabulary

allow

umoznit

appliance warranty

zaruka na spotrebic

as-needed basis

podle potieby

compelling

presvédcivé

competitive advantage

konkurenéni vyhoda

competitiveness

konkurenceschopnost

complaint

stiznost, reklamace

confidence

ddvéra
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cost of living Zivotni naklady
cost-effective nakladové vyhodny
costly nakladny
demand poptavka
estimate odhadnout
fixed cost fixni cena
handle resit, zabyvat se
interface styk

lay off propustit
low-cost nizkonakladovy
maintaining udrzovani
notch ,zarez”
outdated zastaraly, prekonany
outweigh prevazit

pros and cons plusy a minusy
resolution feSeni
responsiveness reakce

revenue prijmy

spike vrchol
unreliable nespolehlivy
worn opotrebeny
worth hodnota

3.2 Call center outsourcing

Call center outsourcing is the business practice of contracting out call center services.
Call centers handle all kinds of customer services problems, from your credit cards to ap-
pliance warranties. Companies began outsourcing to save money. They found it was more
cost-effective to locate their call centers in areas with a lower cost of living.

Pros

There are at least four major reasons why a company would want to outsource its call
center. They all have to do with with offloading risk to the call center specialist, instead of
keeping it inhouse. Here are some specifics:

1. Flexibility. Call center outsourcing allows a company to be flexible to changing
needs. If a business moves into a new market, it is difficult to estimate how many call center
employees to add. The same is true when the firm launches new products. The company
must pay the fixed cost of the call center, even if the expansion does not earn enough rev-
enue. When it outsources the call center, the company only pays for the time employees
spend on the phone.
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2. Expansion to International Markets. When a company expands to foreign markets,
it must have local call centers. The staff must understand the culture and speak the lan-
guage. An outsourced call center can handle that problem on an as-needed basis.

3. Responsivness. Companies often have spikes in their business, such as those during
the holiday season. It’s difficult to train, hire, and then lay off workers for those few months
when demand is higher. A company that outsources its call center contracts out those risks.

4. Customer Service. The telecommunications infrastructure becomes worn, unreliable,
or outdated. Maintaining it is costly, and replacing it even more so. An outdated system can
reduce competitiveness. An outsourced call center brings with it the latest technology. The
business can then focus on innovation in its goods and services.

Cons

The biggest reason why a company would want to keep its call center in-house control.
This is especially critical for a company whose competitive advantage is customer service.
The call center is the interface with the customer. The brand promise of customer service
must be top notch. A company whose brand promise is innovative must have its call center
reflect that image. For low-cost companies, the following problems aren’t so critical.

1. Communication. One of the biggest complaints of outsourced call centers is under-
standing foreign accents. Foreign call center employees” accents kept US customers from
understanding them.

2. Culture Shock. Employees in foreign call centers weren 't familiar with common US
phrases and slang. They weren't clear on geographic references. This reduced customers”
trust in their expertise.

3. Product Knowledge. Foreign call center employees were far removed from the cor-
porate base. As a result, they weren't as familiar with the company’s products and services.
This also reduced confidence and resolution of customer problems.

Sometimes outsourcing’s advantages don’t outweigh its disadvantages. Compass Man-
agement Consulting found that outsourced call centers lowered production by 60 percent.
That made the 40 percent reduction in costs not worth savings.

Zdroj: thebalance: How does call center ousourcing affect the us economy? [online].[cit. 2018-08-22]. Dostupné
z: https: //lwww.thebalance.com/how-does-call-center-outsourcing-affect-the-u-s-economy-3306191

R K

1 What kind of problems do call centers solve?

2 What are the main reasons for call centers outsourcing?
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3 What are the advantages and disadvantages for call centers outsourcing?
4 Is it always efficient to outsource a call center?

5 Do you think companies lose customers due to bad customer service at outsourced call
centers?

6 Do you think working in customer service is a difficult job? Why or why not?

LEXIS

3.1 Match each phrase with its explanation

1. demand a) a feeling of confusion and anxiety that
sb may feel when they live in or visit ano-
ther country

2. infrastructure b) the money that an organization, etc.
receives from its business

3. outsource c) the amount of money that people need
to pay for food, clothing and somewhere
to live

4. revenue d) the desire or need of customers for go-
ods or services which they want to buy
or use

5. cost of living e) a written agreement in which a com-
pany selling sth promises to repair or
replace it if there is a problém within a
particular period of time

6. warranty f) the basic systems and services that are
necessary for a country or an organi-
zation to run smoothly, for example bui-
Idings, transport and water and power
supplies
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7. culture shock g) to arrange for sb outside a company
to do work or provide goods for that
company

swosamrcer [

Tell your colleagues about a really good customer experience you had. What happened?
Are you a loyal customer of that company?

How do you think face-to-face customer service is different from over-the-phone custo-
mer service? Are there certain skills needed for face-to-face customer service that are not
needed for over-the-phone customer service?

3.3 A SWOT chart

A SWOT analysis can be used as part of business planning, market analysis, project
management, organizational change, individual development (such as a career change or
evaluation), or any situation requiring strategic planning to reach an objective. A simple
SWOT analysis can be helpful for any size of business. And since the analysis considers
both internal and external factors, it is an opportunity for business to take an honest look at
what they can handle and which strategies or operations need to change.

The SWOT analysis will include the four SWOT categories. Let’s take a look at what
constitutes strengths, weaknesses, opportunities and threats.

e Strengths and Weaknesses — These are internal factors, which in a business context
may include financial resources, human resources, facilities, equipment, processes
and systems. They may include elements such as business culture, certifications,
reputation, and leadership. It's important to remember that what constitutes a
strength and weakness will depend on the objective you are assessing. An element
of your business could be a strength in one instance and a weakness in another con-
text depending on how it affects your objectives. In general, you are looking for what
characteristics give your business an advantage or disadvantage over others in
achieving the objective.

e Opportunities and Threats — The external elements influencing your business may
include market trends, outside funding, customer demographics, suppliers, the eco-
nomic climate, political and environmental issues, and other factors. The analysis
can help identify new business opportunities and areas for growth as well as issues
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that could hinder a project or business endeavor. External factors are typically out-
side of your control — even weather and seasonal changes can influence business
goals. Anticipating these factors early can help your team plan ahead and stay flex-
ible when they occur. Part of the analysis is to examine how external opportunities
and threats relate to internal strengths and weaknesses in order to determine whether
an objective is even attainable and create a stratégy for moving forward.

The SWOT Framework is effective for analyzing and creating a simplified picture of a
complex situation. It is primarily a summary tool and doesn 't provide a clear plan of action.
Taking SWOT issues and translating them into actions is a critical part of the proces.

STRENGTHS (+) WEAKNESSES (-)

EXTERNAL FACTORS
OPPORTUNITIES (+) THREATS (-)

ANALYSIS SUMMARY
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Zdroj: Smartsheet. Com. Why use SWOT analysis? [cit. 2018-08-24]. Dostupné z: https://www.smartsheet.com/14-
free-swot-analysis-templates

B

A SWOT analysis can help you even in your life both personal or professional. Try to
think over your strengths and weaknesses and prepare your own SWOT analysis and pre-
sent it to your colleagues.

3.4 Grammar — Asking questions

Anglictina vyzaduje zvladnuti urcitych pravidel pro tvotfeni otazky. Nasleduje kratka
rekapitulace zakladnich principl tvofeni otdzek v anglicting.

Obecné lze tvoteni otazek rozdélit na dvé zékladni skupiny:

1) OTAZKY TVORENE INVERZI
- 1ze je tvofit pouze se slovesem BE a zpisobovymi slovesy (CAN, MUST, MAY atd.)
- tvori se tak, ze sloveso klademe pied podmét.

Napf.: You are a businesman. ARE you a businessman? The managers were at work.
WERE the managers at school? Her brother can play golf. CAN her brother play golf?

2) OTAZKY TVORENE S POMOCNYMI SLOVESY

- plnovyznamova slovesa — nikdy neméni misto ve vété — podmét nasleduje slovesem
pomocnym. Kazdy gramaticky ¢as ma své pomocné sloveso. Piitomny ¢as pouziva

DO/DOES, minuly ¢as DID, budouci ¢as WILL, pfedptitomny HAVE/HAS atd.

Napf.: They live in our city. DO they LIVE in our city? Her father workS in a factory.
DOES her father WORK in a factory? The managers needED our phone. DID the ma-
nagers NEED our phone? Tom bought a new car. DID Tom BUY a new car?
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Déle mizeme otazky rozdé¢lit také podle toho, jestli na jejich zacatku stoji néjaké tazaci
z4jmeno nebo nikoliv.

a) otazky bez tazacich zajmen se nazyvaji zjiStovaci a odpovidame na né ano/ne —
yes/no questions

Napt.: Are you a manager? Yes, [ am / No, I am not. Do you do business? Yes, I do /
No, I don’t. Did she phone yesterday? Yes, she did / No, he didnt

b) otazky s tazacimi zdjmeny nazyvame dopliiovaci a odpovidame na né vétou,
ktera obsahuje poZadovanou informaci.

Napft.: Where are you? | am at work. Where do you study? | study at secondary business
school. When did she start studying? She started three years ago.

Tazaci zdjmena:

Nejcastéji se setkavame s nasledujicimi zajmeny: what co, jaky how jak, where kde,
kam what time v kolik, when kdy how much kolik + nepocitatelna, podst.jm.who kdo
(komu, koho, kym.....) how many kolik + pocitatelna podst.jm., why pro¢, which ktery
(kdyZ mame na vybeér).

Otazky zjistovaci i dopliovaci se tvoii stejné — podle vySe uvedenych pravidel. Je jedno,
jestli na zacatku stoji tazaci zdjmeno nebo ne, princip tvoteni otazky je stejny.

Napf.: Do you study? Where do you study? Did he phone last night ? When did he
phone? Are they at work? Why are they at work. Can he speak English? How long can he
speak English? Will you come? What time will you come?

¢) podmétové otazky

Jsou vyjimkou a neplati pro n€ vyse uvedena pravidla. Pokud je tazaci zajmeno (nejcas-
t&ji who a what) zaroven podmétem dané otazky, nepouzivame zadna pomocna slovesa,
ale sloveso ddme hned za tazaci z4jmeno v néleZitém cCase, ktery do véty patfi.

Napt.: Kdo ti vola = Who IS CALLING you? Komu vola$§? Who ARE you CALLING?,
pricemz v prvni vété KDO je podmétem, v druhé podmétem je zajmeno TY.

Napt.: Kdo bydli s tvoji sestrou? S kym bydli tvoje sestra?Who LIVES with your sister
? Who DOES your sister LIVE with.Pokud je tdzaci zajmeno soucasti ptedlozkové vazby,
ptedlozka se klade aZ na konec véty:

Napt.: Kdo vedle tebe obvykle sedi? Vedle koho obvykle sedis? Who usually SITS next
to you ? Who do you usually SIT next to? Who a what jsou jako podméty, které odkazuji
na tfeti osobu jednotného Cisla.

Nyni nasleduji dalsi ptiklady k uvedenym pravidlim:
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Are you busy at the moment?

Have you ever been to Scotland on a business trip?

What are you working on? — | do not know. Who knows it then? And who does

not?

GRAMMAR-EXERCISES
3.2 Form the questions:
1. Patrick has lived in Santa Monika for the past five years. — How long? ...
2. The competitors intend to sell their shares. — What? ...
3. My business partner was living in Paris until last year. — When/Till when? ...
4. My boss called me last night. — Who? ...

5. According to the latest news, the German economy is going to grow next month.—
What/when? ...

3.3 Find mistakes in the following examples:
1. Who were you call? ...
2. Has they ever travelled abroad? ...
3. Will they comes to the meeting? ...

4. Is they going to sign the contract? ...
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5. Must the new boss leaves? ...
3.4 Translate into Czech the following questions:
1. Pro koho pracujete? ...
2. S kym pojedete na veletrh? ...
3. Jaké zbozi jste koupili? ...
4. Kolik stoji tento vyrobek? ...

5. Kolik smluv jste jiz podeslala? ...

3.5 Grammar - Articles

V angli¢tiné pouZivame pred podstatnym jménem ¢len neurcity, urcity nebo volime va-
riantu bez €lenu. V piipadé¢ ¢lenu neurcitého se obvykle jedna o:

e novou informaci (a new car)
e povolani ¢i jiné profese (he is a manager)
e mnozstvi, frekvenci (a few, a little, a couple, a day, apod.)

V ptipad¢ ¢lenu urcitého se nejcastéji jedna o situace kdy:

e jde o znamou véc (the company where I work is...)
e jde o jediny exemplar (the president of the company...)
e jde o viceslovné staty, pohori, Feky (the UK, the Alps, the Danube...)

Varianta bez ¢lenu se objevuje, pokud mluvci:

mluvi pouze obecné (water is wet...)
cestuje (by car, by plane...)
¢ pouziva nékteré predlozkové vazby (at work, at school, in hospital...)

e se zminuje o méstech, statech, ulicich (London, Germany, ...)

Nyni nasledu;ji dalsi piiklady k uvedenym pravidlim vyse:

The new Toyota Prius which the company bought yesterday is very economical.
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The language used in this company email is English and German.
|
In business it is all about money.

GRAMMAR-EXERCISES
3.5 Fill in each blank space with the proper article: a, an, or the:

At ... beginning of ... twentieth century, East Los Angeles became ... popular immi-
grant destination. In ... early 1900s, Russians, Jews, Japanese, and Mexicans all had ...
significant presence in ... area. Living east of ... river and working in nearby factories, or
traveling by electric rail into downtown Los Angeles, immigrants and their children helped
fuel ... prosperity of ... growing metropolis. By ... onset of World War II, East Los Ange-
les had almost become ... exclusively Latino community, soon reinforced by ... influx of
Mexican workers who arrived to man the machines in ... area's burgeoning war industries.

3.6 Find ten mistakes in the following article dealing with Starbucks and
correct them properly:

Starbucks Corp reported better-than-expected quarterly profit but global sales at estab-
lished coffee shops fell short of analysts' estimates due to weakness in Europe, sending its
shares down five percent in after-hours trade on Thursday. Sales from cafes open at least
13 months fell 1 percent in Europe, Middle East and Africa (EMEA) regions during latest
quarter. Analysts polled by Consensus Metrix had expected 2.2 percent rise in EMEA
same-store sales. Executives attributed drop to weakness in Europe, which suffered its first
decline in samestore sales since 2009. Sales fell in Ireland and Germany during fiscal sec-
ond quarter and were up just slightly in France and United Kingdom, Starbucks Chief Fi-
nancial Officer Troy Alstead said. Europe has been a weak spot for world's biggest coffee
chain. The region is grappling with debt woes and austerity measures and, earlier this week,
Britain said its economy had fallen into its second recession since financial crisis. "The
situation is very, very tough," Chief Executive Howard Schultz said of Europe's economy.
"We will turn the Europe business around in same way we turned the U.S. business around,"
Schultz told analysts on conference call.

Zdroj: Businessenglishsite.com: Reading comprehesion. [online]. AFP, 2012. [cit. 2013-07-04]. Dostupné z:
http://www.businessenglishsite.com/readingcomprehension/source/readingcomp-8.html
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7]

3.6 Test

1. Stock prices have risen to ... record levels in the past three months.
e the

2. Our company is trying to build ... new business relationships.
o the

3. Our company has to draw up ... business plan.
o the

4. We are happy with ... new logo she has designed for our enterprise.
o the

5. ... retail industry in Canada employs 8 million people.
e The

6. Brian is in charge of ... marketing department.
o the

7. Some journalists claim that one of the biggest local enteprises is plan-
ning ... layoffs.
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8. Rupert Murdoch used to be a media mogul, he owned ... newspaper
and several magazines and television companies.

9. She is our new marketing boss. She knows a lot about ... marketing.

10. Recent market trends show there is ... significant increase in the use of
our latest products on the Bulgarian market.

o m

3.7 Key

LEXIS
3.1 Match each phrase with its explanation

1d, 2f, 3g, 4b, 5c, 6e, 7a.

GRAMMAR-EXERCISES
3.2 Form the questions:
1. How long has Patrick lived in Santa Monika?
2. What do the competitors intend to do?

3. When/Till when was your business partner living in Paris?
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4. Who called you last night?

5. What/when is the German economy going to grow?
3.3 Find mistakes in the following examples:

1. Who did you call? ...

2. Have they ever travelled abroad? ...

3. Will they come to the meeting? ...

4. Are they going to sign the contract? ...

5. Must the new boss leave? ...
3.4 Translate into Czech the following questions:

1. Who do you work for?

2. Who are you going to the trade fair with?

3. What goods did you buy?

4. How much does this product cost?

5. How many contracts have you already signed?

3.5 Fill in each blank space with the proper article: a, an, or the:

At THE beginning of THE twentieth century, East Los Angeles became A popular im-
migrant destination. In THE early 1900s, Russians, Jews, Japanese, and Mexicans all had
A significant presence in THE area. Living east of THE river and working in nearby fac-
tories, or traveling by electric rail into downtown Los Angeles, immigrants and their chil-
dren helped fuel THE prosperity of THE growing metropolis. By THE onset of World
War Il, East Los Angeles had almost become AN exclusively Latino community, soon
reinforced by AN influx of Mexican workers who arrived to man the machines in THE
area's burgeoning war industries.

3.6 Find ten mistakes in the following article dealing with Starbucks and
correct them properly:

Starbucks Corp reported better-than-expected quarterly profit but global sales at estab-
lished coffee shops fell short of analysts' estimates due to weakness in Europe, sending its
shares down five percent in after-hours trade on Thursday. Sales from cafes open at least
13 months fell 1 percent in THE Europe, THE Middle East and Africa (EMEA) regions
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during THE latest quarter. Analysts polled by Consensus Metrix had expected A 2.2 per-
cent rise in EMEA same-store sales. Executives attributed THE drop to weakness in Eu-
rope, which suffered its first decline in same-store sales since 2009. Sales fell in Ireland
and Germany during THE fiscal second quarter and were up just slightly in France and
THE United Kingdom, Starbucks Chief Financial Officer Troy Alstead said. Europe has
been a weak spot for THE world's biggest coffee chain. The region is grappling with debt
woes and austerity measures and, earlier this week, Britain said its economy had fallen into
its second recession since THE financial crisis. "The situation is very, very tough,” Chief
Executive Howard Schultz said of Europe's economy. "We will turn the Europe business
around in THE same way we turned the U.S. business around,” Schultz told analysts on
conference call.

1. Stock prices have risen to ... record levels in the past three months.

2. Our company is trying to build ... new business relationships.

3. Our company has to draw up ... business plan.

4. We are happy with ... new logo she has designed for our enterprise.

e the

5. ... retail industry in Canada employs 8 million people.

e The
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the

the

10.

Brian is in charge of ... marketing department.

Some journalists claim that one of the biggest local enteprises is plan-
ning ... layoffs.

Rupert Murdoch used to be a media mogul, he owned ... newspaper
and several magazines and television companies.

She is our new marketing boss. She knows a lot about ... marketing.

Recent market trends show there is ... significant increase in the use of
our latest products on the Bulgarian market.
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swmortoapro [T

Kapitola Customer Support — Call Centres vysvétlila v ¢em jsou vyhody a nevyhody

outsourcingu call centra, ilohu SWOT analyzy jak pro firmu, tak pro jednotlivce. Zopako-
vali jsme si napf. spravné tvofeni otazek, které jsou dilezité pro diagnostikovani problému

a uspokojeni pozadavki klienta.
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4 CUSTOMER SUPPORT — CUSTOMER SERVICE AND
TELEPHONING, DEALING WITH PROBLEMS

[el[wemrmineommeror ]

Kapitola se zamétuje na to, jak spravné postupovat pii feSeni problému zédkaznika, pro-
toze nasledna péce o stavajici zakazniky s cilem udrzet si je, pfedstavuje dilezitou slozku
V chodu uspésné firmy. Procvicime si napfi. fraze pro pfijeti, odlozeni nebo zamitnuti re-
klamace. Na tom, aby zakaznici byli spokojeni, se podileji ti, kteti zastupuji firmu v pfi-
mém kontaktu s klienty. Kapitola se vénuje vlastnostem a dovednostem pracovnika call
centra a pravidlim uspésné komunikace se zakazniky.

V gramatické ¢asti kapitolyy se procvi€uji frdzova slovesa v situacich, které uzce sou-
visi s obchodni angli¢tinou.

Hewewwrory ]

V této kapitole se nau¢im:

e Slovni zasobu k tématu sluzby zakazniktim,

e Jak spravné postupovat pii feSeni problému zakaznika napft. pii telefonickém kon-
taktu,

e Vyjmenovat vlastnosti a dovednosti dileZité pro pracovnika call centra.

._________________________________________________________________________________________________________________________________________|
_

Complaint, customer, customer service, phrasal verb, quality, telephone language.

4.1 Vocabulary

acceptable pfijatelny

chain of command organizacni schéma
challenge otazka, problém, vyzva
competitor konkurent

complaint reklamace

defensive obranny
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delight radost, potéseni
dissatisfied nespokojeny

goal cil

issue véc, zalezitost
loyalty loajalita

on behalf of jménem

owner majitel

personally osobné

promoter podporovatel
regardless of bez ohledu na
satisfaction spokojenost
sincerely upfimné

solution feSeni

suggestion navrh

to alleviate zmirnit, ulehdit, zmensit
to apologize omluvit se

to argue hadat se, pfit se

to attack utocit

to blame davat vinu

to bother obtéZovat

to complain reklamovat

to contact kontaktovat

to deal with zabyvat se né¢im
to delay oddadlit, protahovat
to earn ziskat

to emphasize zdUraznit

to encourage podporovat

to handle resit

to jump to conclusions délat unadhlené zavéry
to reject zamitnout

to satisfy uspokojit

to sense vycitit, uvédomit si
to solve resit

to suggest navrhovat
unacceptable neprijatelny

upset rozruseny, znepokojeny
wrong chybny, Spatny

4.2 Six Steps To Dealing With Customers’ Complaints By Ben
Ridler

At some point, everyone in business has to deal with an upset customer. The challenge
is to handle the situation in a way that leaves the customer thinking you operate a
great company. If you’re lucky, you can even encourage him or her to serve as a
passionate advocate for your brand.
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When it comes down to it, many customers don't even bother to complain. They simply
leave and buy from your competitors. Research suggests that up to 80 percent of customers
who leave were, in fact, "satisfied” with the original company. Obviously, customer
satisfaction is not enough. Businesses nowadays need to positively delight customers if
they want to earn their loyalty.

It may seem counter-intuitive, but a business owner’s ability to effectively deal
with customer complaints provides a great opportunity to turn dissatisfied customers
into active promoters of the business. Here are some customer-oriented tips I’ve learned
while working in the business coaching business:

1. Listen carefully to what the customer has to say, and let them finish. Don't get
defensive. The customer is not attacking you personally; he or she has a problem and is
upset. Repeat back what you are hearing to show that you have listened.

2. Ask questions in a caring and concerned manner. The more information you
can get from the customer, the better you will understand his or her perspective. I’ve learned
it’s easier to ask questions than to jump to conclusions.

3. Put yourself in their shoes. As abusiness owner, your goal is to solve the problem,
not argue. The customer needs to feel like you’re on his or her side and that you empathize
with the situation.

4. Apologize without blaming.When a customer senses that you are sincerely sorry,
it usually diffuses the situation. Don't blame another person or department. Just say, "I'm
sorry about that.”

5. Ask the customer, ""What would be an acceptable solution to you?'"Whether
or not the customer knows what a good solution would be, I’ve found it’s best to propose
one or more solutions to alleviate his or her pain. Become a partner with the customer in
solving the problem.

6. Solve the problem, or find someone who can solve it — quickly! Research
indicates that customers prefer the person they are speaking with to instantly solve their
problem. When complaints are moved up the chain of command, they become more
expensive to handle and only add to the customer’s frustration.There is no getting around
customer complaints, regardless of your industry. However, by employing these steps and
taking the time to review the issue with the customer, you can turn challenges into some-
thing constructive.

Zdroj: Eonetwork: Six Steps to Dealing with Customer Complaints. [online]. 2013 [cit. 2013-01-27].Dostupnéz:
http://www.eonetwork.org/knowledgebase/specialfeatures/Pages/SixStepstoDealingwithCustomerComplaints.aspx

7]

1 What does Ben Ridler suggest first when it comes to a complaint with a customer?

68



Martina Chylkova, Janusz Karpeta - Cizojazycna ptiprava AJ 3

2 What is the step number two in handling the problem with a customer?

3 What is empathy necessary for in handling complaints?

4 What attitude should your business show when handling a problem with a customer?

5 According to Ben Ridler, how helpful is moving the problem up the chain of

command?

LEXIS

4.1 Which of the phrases are used for accepting (A), delaying (D) and rejecting (R)

a complaint?

1. Well, I'm afraid there is nothing we can
do about it actually.

2. I’'m afraid we can’t help you at the moment.
Could you leave your contact phone number
and address? We will contact you soon.

3. Well, I'm afraid there isn’t much we can do
about it.

4. We will exchange your product immediately.

5. I suggest you leave it with us and we'll see
what can be done.

6. Oh, I’'m sorry about that.

7. | suggest you leave it with us and we'll see
what we can do.

8. I'm so sorry, | didn’t realize.

9. I'm afraid the manager/boss isn’t in at the
moment. Could you call later?

10. | wish it never happened.

4.2 Translate the following sentences into Czech:

1. I'm afraid | have to make a serious complaint.

2. Excuse me, there appears to be something
wrong...

3. I wonder if you could help me...

4. I'm sorry to have to say this, but...

5. OK, | will look into the problem.
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4.3 Which word is different?

1. complain protest object glorify
2. solve blame handle sort out
3. reject accept refuse deny

4. acceptable inappropriate false wrong

4.4 Form different connotations:

verb noun

1. to solve

2. .. acceptance
3. to blame

4. .. objection
5. to refuse

6. ... apology

7. to satisfy

4.5 Telephone language: use the words to complete the sentences:

wrong number, ling, ring, busy, engaged, call

1. The line is ............ , he is talking to someone else.

2. Hold the .......... Please, an operator will assist you.

3. It’s the second time I have dialled a ......... ! What is the right one?
4.CanImakea............. With your phone? Mine is out of order.

5. The line was ............. , now it is free.

6.Canyou......... me back, please?

Act a short dialogue in pairs, in which you will deal with some complaints in shops,
e.g. you have bought a mobile or any other product and it is not working properly etc.
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4.3 Qualities of a successful call center agent

Hiring an excellent call center agent is just as important as having the right call center
software. Candidates can be screened based on a variety of criteria, such as personality,
skill, fit and motivation. Here are some of the top qualities of a successful call center agent:

1. Knowledge retention

An agent’s mission is to provide the highest quality support to customers. To accomplish
this, they need to be able to learn and memorize a good amount of information about your
company. They should at least know the ins and outs of your product or service and be on
board with your brand’s philosophy.

They should know when they can’t resolve the issue and who to transfer the call to if
this is the case. As time progresses, they should be able to remember answers to frequently
asked questions and troubleshoot with ease.

2. Attention to detail

Being a call center agent can sometimes be monotonous. Agents often answer the same
questions and receive the same complaints day after day. The danger with this is that agents
can become complacent as a result. Agents that fall into this tend to assume that they un-
derstand customer issues without seeking clarification. In fact, consumers say that on
average agents only answer their questions 50 percent of the time.

3. Organization

Agents that work in a busy call center should be incredibly organized. They need to be
able to juggle multiple tasks at once (i. e., checking the knowledge base, updating the CRM
and taking notes in your helpdesk), all while attending to the customer’s needs. Staying
organized will help reduce errors during this proces.

4. Flexibility

Not only do call center agents in a busy call center handle dozens of calls per day, but
they also interact with customers with challenging personalities. To make sure your agents
are flexible enough to meet the needs of your diverse customer base, hire agents that can
go with the flow. In addition, you may also need to have some of your agents work chall-
enging hours: holidays, nights and weekends. Flexibility is key.

5. Friendly

Agents are the frontline of your company. Make sure they are projecting a warm and
friendly image and your customers will rave about their experience. Agents should be able
to consistently maintain a positive demeanor and keep a smile on their face day in and day
out.
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6. Calm under pressure

A high quality call center agent isn’t easily flustered. Some would argue that this i sone
of the toughest jobs to maintain. A good agent will remain calm when someone is yelling
at them over the phone or when they have a Chatty Cathy on the other end of the line who
simply won't let them get a word in edgewise. Keeping their cool throughout all of these
situations and not letting the frustrated callers get to them personally will get any call center
agent far in the industry.

7. Effective communication skills

Because a call center agent’s jo bis to communicate with callers, they should have top-
notch communication skills. Effective communication also involves listening to the caller,
digesting the information and conveying a solution quickly and effectively,. The agent
should speak clearly, using basic vocabulary. If they can communicate effectively, this will
bode well for the quality of your service.

8. Speed

Quality agents should be fast and efficient. They should work quickly without sacrifi-
cing the quality of their work. A fast-working call center agent cand reduce average speed
to answer and service level for your entire team so your customers are more satisfied.

9. Creativity

Finally, a strong agent needs to be creative. He or she should be able to come up with
workable solutions for any problems thrown their way. It’s important that they re creative
because it'll help them meet caller’s needs in the best way possible for both the company
and the customer. This can also increase customer satisfaction. When agents resolve an
issue effectively, 70 percent of the time, that customer will return and do business with the
company again.

Zdroj: talkdesk: Qualities of a successful call center agent [online]. [cit. 2018-08-18]. Dostupné z: http://www.
talkdesk.com/blog/9-top-qualities-of-a-successful-call-center-agent.

4.4 Golden rules of customer service

Customers are the bread and butter of every company. Customer service must be a top
priority. 78 percent of consumers have ended transactions before purchasing due to poor
customer service response.

These 10 golden rules will help keep your customers happy and your company afloat.

1. Be a great listener. Take the time to identify customer needs by asking questions and
concentrating on what the customer is really saying. Listen to their words, tone of voice,
body language, and most importantly, how they feel.
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2. The customer is always right. He or she may be rude, inattentive, speak with a thick
accent, even stupid, but he or she is still the customer.

3. Customers are very sensitive and know whether or not you really care about them.
Thank them every time you get a chance. Make your customers feel important and appre-
ciated. Always use their name and find ways to compliment them, but be sincere.

4. ldentify and anticipate needs. Customers don’t buy products or services. They buy
good feelings and solutions to their problems. Try smiling while you are talking to the
customer, it can make your voice sound more pleasant and positive.

5. Get regular feedback. Encourage and welcome suggestions about how your com-
pany could improve.

6. Help customers understand your systems. Take time to explain how your systems
work and how they simplify transactions.

7. Give more than expected.

8. Know how to apologize. The customer may not always be right, but the customer
may not always be right, but the customer must always win.

9. Treat employees well. Employees are your internal customers and need a regular
dose of appreciation. Thank them and find ways to let them know how important they are.
Treat your employees with respect and chances are they will have a higher regard for cus-
tomers.

10. Appreciate the power of YES. Always look for ways to help your customers. When
they have a request (as long as it is reasonable) tell them that you can do it.

Zdroj: customerthink: The 10 golden rules of customer service. [online]. [cit. 2018-08-29]. Dostupné z:
http://www. customerthink.com/the-10-golden-rules-of-customer-service

oer 7]

What do you think is the most important quality for a customer service agent to
have? Why?

4.5 Grammar - Selected phrasal verbs in English

Frazova slovesa tvofi v angli¢tin€ nedilnou soucast jak spisovné, tak i hovorové vrtsvy
jazyka. Jedna se o idiomaticka vyjadieni, ktera se skladaji ze slovesa a ¢astice. Slovni spo-
jeni vytvari zcela novy vyznam, ktery je ¢asto velmi odlisny od piesné definice ptivodniho
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slovesa. Nicméné¢ je mozné v angli¢itné najit a nahradit stejny vyznam vyjadieny frizovym
slovesem jinym slovesem ¢i synonymem. Existuje n€kolik pfistupd, jak je mozné frazova
slovesa rozd¢lit. Nejcastéji prvni kritérium tvoii skute¢nost, zda frazova slovesa jsou ne-
prechodna (intransitive verbs), tedy takova, za kterymi nemutize nasledovat ptedmét. Dru-
hou skupinu tvoii tranzitivni slovesa (transitive verbs), za kterymi pfedmét mize nasledo-
vat. V ramci této skupiny najdeme pak v anglictin¢ slovesa, kterd jsou neodd¢litelna, u
kterych je predmét vzdy za piedlozkou (napi. Our company counts on your assistance.)
Oddgélitelna slovesa naopak maji predmét umistén mezi slovesem a ptedlozkou, (napt. The
Cleaners’ always cleans our offices out.) U nékterych frazovych sloves je mozné umistit
predmét jak za ptredlozku, tak mezi sloveso a ptredlozku (napi. Our secretary looked the
number up in the list. nebo Our secretary looked up the number in the list.)

Nyni nasleduji dalsi priklady:

Our business partners from Italy stayed over.

Paul made up the story to look more interesting.

Unfortunately she cut me off, as | was about to say that | was not coming.

GRAMMAR-EXERCISES
4.6 Complete the suitable prepositions:
1. Tom, our new CEO, is in charge ... the whole business.
2. Currently we are involved ... many interesting projects.
3. Who is responsible ... Marketing Department?
4. Thave got Mike and Sue working ... me.
5. Everyone in our factory has to look ... his area of work.

6. In our company we need to report ... our supervisors.
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7. My job is to run our shop ... a day-to-day basis.

8. All employees have to take care ... an area of their work in Bosch Com-
pany.

4.7 Try to write at least three phrasal verbs for the following verbs and
translate them into Czech:

1. look...

2. take ...

3. get...

4. go...

5. give ...

4.8 Try to find synonyms for the following phrasal verbs:

1. cutoff ... 4. hand in ... 7. put together ...
2.putoff... 5. speedup ... 8. putout ...

3. leave out ... 6. bring about ... 9. blow up ...

oer 7]

4.6 Test
1. The talks between our two competing companies broke ...
° up
o Off
e down
2. Our local team in Austria is trying to put ... a new proposal.
o Off
e away
e together

3. The meeting was put ... by three hours.

75



CUSTOMER SUPPORT — CUSTOMER SERVICE AND TELEPHONING, DEALING
WITH PROBLEMS

76

off
away
in
4. Our new team is looking ... meeting our French counterparts.
at
forward to
up

5. Onthe British market there is a strong competition, so we need to keep
... with the main competitors.

off
up
down

6. German analysts predict that sales in Asia will shoot ... by 10% this
month.

up
down
off
7. The new environmental law will come ... effect next month.
out
into
off

8. Before we set ... on a business trip to a fair in Barcleona we need to
prepare thoroughly.

off

away

up
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9. In my new job it is possible to sign ... for some training courses in
communication.

e down
e up
o Off

10. Let us get ... to business immediately.

o Off
e in
e down

N 1]

4.7 Key

LEXIS-EXERCISES

4.1. Which of the phrases are used for accepting (A), delaying (D) and rejecting
(R) a complaint?

1. Well, I'm afraid there is nothing we can R
do about it actually.
2. I'm afraid we can’t help you at the moment. D

Could you leave your contact phone number
and address? We will contact you soon.

3. Well, I'm afraid there isn’t much we can do R
about it.

4. We will exchange your product immediately. A
5. I suggest you leave it with us and we'll see D
what can be done.

6. Oh, I’'m sorry about that. A
7. | suggest you leave it with us and we'll see D
what we can do.

8. I'm so sorry, | didn’t realize. A

9. I'm afraid the manager/boss isn’t in at the | D
moment. Could you call later?
10. | wish it never happened. A
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4.2 Translate the following sentences into Czech:

1. I'm afraid | have to make a serious complaint.

Obavam se, ale musim vznést reklamaci.

2. Excuse me, there appears to be something
wrong...

Promirite, zda se, Ze je néco v neporadku.

3.  wonder if you could help me...

Zajimalo by mne, zdali byste mne mohl po-
moci.

4. I'm sorry to have to say this, but...

Je mi lito, ale musim fict, ...

5. OK, | will look into the problem.

V poradku, prozkoumam ten problém.

4.3 Which word is different?

1. complain protest object glorify

2. solve blame handle sort out

3. reject accept refuse deny

4. acceptable inappropriate false wrong
4.4 Form different connotations:

verb noun

1. to solve solution

2. to accept acceptance

3. to blame blame

4. to object objection

5. to refuse refusal

6. to apologise apology

7. to satisfy satisfaction

4.5 Telephone language: use the words to complete the sentences:

1. busy/engaged, 2. line, 3. wrong number, 4. call, 5. busy/engaged, 6. ring

GRAMMAR-EXERCISES

4.6 Compelete the suitabale prepositions:

1. Tom, our new CEQO, is in charge of the whole business.

2. Currently we are involved in many interesting projects.

3. Who is responsible for Marketing Department?

4. | have got Mike and Sue working under me.

5. Everyone in our factory has to look after his area of work.

6. In our company we need to report to our supervisors.
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7. My job is to run our shop on a day-to-day basis.

8. All employees have to take care on an area of their work in Bosch Com-
pany.

4.7 Try to write at least three phrasal verbs for the following verbs and
translate them into Czech:

1. look for (hledat), look at (podivat se), look up (vyhledat)...

2. take off (vzlétnout), take away (odnést), take in (pfijmout)...

3. get up (vstavat), get off (vystoupit), get in (vstoupit)...

4. go up (stoupat), go down (Kklesat), go away (odjet)...

5. give up (vzdat se), give in (vzdat se), give off (vydavat)...
4.8 Try to find synonyms for the following phrasal verbs:

1. interrupt 4. submit 7. assemble

2. postpone 5. accelerate 8. extinguish

3. omit 6. cause 9. explode

4.7.1 TEST
1. The talks between our two competing companies broke ...
e up
o Off
e down
2. Our local team in Austria is trying to put ... a new proposal.
o oOff
e away
e together
3. The meeting was put ... by three hours.

o Off

79



CUSTOMER SUPPORT — CUSTOMER SERVICE AND TELEPHONING, DEALING
WITH PROBLEMS

80

away
in

4. Our new team is looking ... meeting our French counterparts.
at
forward to
up

5. Onthe British market there is a strong competition, so we need to keep
... with the main competitors.

off
up
down

6. German analysts predict that sales in Asia will shoot ... by 10% this
month.

up
down
off
7. The new environmental law will come ... effect next month.
out
into
off

8. Before we set ... on a business trip to a fair in Barcleona we need to
prepare thoroughly.

off

away

up
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9. In my new job it is possible to sign ... for some training courses in
communication.

e down
° up
o Off

10. Let us get ... to business immediately.

e Off
e in
e down

B A

V kapitole Customer Support — Call Centres, Customer Suport - Customer Service
and Telephoning, Dealing with Problems jsme se naucili, co je dileZzité pro tspésnou
komunikaci s klientem, jak spravné postupovat a hlavné zname odpoveéd’ na otazku, jaké
predpoklady musi mit ten, kdo je s klienty v pfimém kontaktu.
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5 CAREERS - CAREER CHOICES

[el[wemrmaneommemroy ]

Kapitola se soustfed’uje na oblast kariéry v dobé&, kdy se rozhodujeme o svém budoucim
zaméstnani, pfipadné jeho zméng. Zamétuje se na lexikum, které je frekventované v této
oblasti hleddni zaméstnani, zvazovani poptavky a nabidky na pracovnim trhu. Vénuje se
také pracovnim benefitim, které¢ zaméstnavatelli svym zaméstnanciim poskytuji a hraji di-
lezitou roli v rohodovacim procesu budouciho zaméstnance.

Gramaticka ¢ast procvicuje predptitomny Cas, ktery je v kariérni oblasti ¢asto vyuzivan.
|

Po absolvovani kapitoly budu umét:

e Aktivné pouzivat slovni zasobu k vybéru povolani,

e Pohovofit o poptavce a nabidce na pracovnim trhu,

e Vyjmenovat a vysvétlit nejcastéji pouzivané pracovni benefity,
e Pouzivat predpritomny cas prosty.

._________________________________________________________________________________________________________________________________________|
_

Career, demand, full-time job, part-time job, present perfect, salary, shortage, vacancy.

5.1 Vocabulary

amount to dosahnout, Cinit
attract lakat, pritahovat
average pramér

be in demand byt Zadany
consider zvazovat

create vytvorit

desperate zoufaly, beznadéjny
endure vydrzet

full-time job na cely Uvazek
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healthcare zdravotnictvi

hospitality pohosténi

lack postradat, nemit

mining hornictvi

part- time job na poloviéni Uvazek

perform well dafit se

pledge prislibit, zavazat se

plumber instalatér, opravar

quarrying tézba

redundancy nadstav, propusténi nadbyteé¢nych zamést-
nancu

renewable obnovitelny

retail maloobchod

reveal ukazat, odhalit

rough kruty, hruby, tvrdy

shortage nedostatek

skill dovednost

solicitor pravni zdstupce, advokat

struggle snazit se, usilovat

survey prazkum, Setfeni

threat hrozba

torrid horka (doba apod.)

tradesman obchodnik

upward nahoru, vzrastajici

vacancy volné misto

wholesale velkoobchod

workforce zaméstnanci

5.2 Jobs mostin demand in the UK

According to Caroline Cassidy from http://www.aol.co.uk/ it's been a rough few years
for anyone looking for work, and the threat of redundancy is still a very real fear for many
Brits. But a recent report produced by the UK Commission for Employment and Skills
revealed there are still vacancies if you know where to look.

Top related searches include:
1. Part time jobs
2. Finance jobs
3. Automotive jobs
4. Communications jobs

5. Technology jobs
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6. Healthcare jobs

7. Jobs in healthcare

8. Oil and gas jobs

9. Renewable energy jobs
10. IT jobs UK

So if you are desperate to get back to work or are considering a change of career, these
are the sectors and employment skills most in demand.

The survey, of over 87,000 businesses, revealed that 23 per cent of employers' vacancies
were considered 'hard-to-fill' - and the most widely-given reason for this was found to be
lack of skills, qualifications or experience.

Electricians, plumbers and chefs with the above were most in demand as employers re-
portedly found applicants wanting when it came to skill and qualifications, particularly
within the hotel and restaurant trade, wholesale and retail, and manufacturing and construc-
tion industries.

But it's not just tradesmen that are sought after - the report also suggested there was a
shortage of skilled professionals within the business services sector, where financial ser-
vices companies, solicitors, the education sector and marketing firms were struggling to fill
vacancies.

Of the areas experiencing the greatest demand for skilled professionals, IT technicians
and investment analysts came out on top, with five vacancies for every 100 people working
in the sector. That's good news for those with specialist or technical knowledge. Meanwhile
the catering and hospitality industry, and community and social services areas are also key
areas for job seekers.

Elsewnhere jobs vacancies within the mining and quarrying industries amounted to seven
per cent of the total workforce, while customer service staff are reportedly in demand within
the construction, electricity, gas and water industries.

If you are hoping to change career or have been made redundant and are considering
retraining, it's worth knowing which sectors are on the up and up.

IT and communications, for example, is currently performing well and, according to the
Barclays Job Creation Survey, some 78 per cent of companies within the sector are hoping
to create new vacancies over the coming year.

Renewable energy is also likely to experience growth in the years to come. The Govern-
ment invested £5.7 billion in renewable energy last year and with both green energy and
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construction high on the agenda and attracting global investors, it's a great sector to get into
if you are just starting out in the job market.

Energy professionals are also in demand within the oil and gas industries though, with
Hays Recruitment reporting that the average salary for employees in this sector is more
than twice the national average, at a healthy £55,850. Having endured torrid times in recent
years, the motoring industry is also now on an upward curve. Currently the UK's largest
export sector, the Government has pledged a £50 million investment in the industry over
the next three years, encouraging manufacturers from abroad to build in the UK. Good
news for those looking to find or start work in automotive engineering.

And unsurprisingly, the healthcare industry still is one of the sectors with the greatest
demand. Not only does Hays Recruitment list the industry on its top 10 global skills short-
age list, but according to the Barclays Job Creation Survey, some 62 per cent of UK
healthcare companies plan to create new jobs in the next 12 months.

Zdroj: Aol.: Jobs most in demand in the UK. [online]. AOL, 2013. [cit. 2013-07-04]. Dostupné z:http://hot-
search.aol.co.uk/2012/08/10/jobs-most-in-demand-in-the-uk/

oz 7]

1 What are the most demanded jobs at the moment in the UK?

2 Based on the survey, what are some of the reasons for the employers’vacancies?
3 What blue collar jobs are demand in the UK today?

4 What white collar jobs are in demand in the UK today?

5 What are some other professions which are currently in high demand in the UK, too?

LEXIS
5.1 Match the words with their definitions in English:

1. vacancy a) an ability to do an activity 1.
or job well, especially be-
cause you have practised it

2. demand b) a situation in which there 2.
is not enough of something

3. shortage c) to ask for something force- 3.

fully, in a way that shows
that you do not expect to be
refused
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4. recruitment

5. qualification

6. investor

7. skill

8. redundancy

9. renewable

10. salary

d) an ability, characteristic, or
experience that makes you
suitable for a particular job or
activity

e) the process of finding peo-
ple to work for a company or
become a new member of an
organization

f) describes a form of energy
that can be produced as quic-
kly as it is used

g) a job that no one is doing
and is therefore available for
someone new to do

h) a fixed amount of money
agreed every year as pay for
an employee, usually paid di-
rectly into his or her bank ac-
count every month

i ) a person who puts money
into something in order to
make a profit or get an adva-
ntage:

j) a situation in which so-
meone loses their job be-
cause their employer does
not need them

10.

5.2 Translate the following phrases into English:

. byt Zadany

. postradat zkusenosti

. pramérny plat

. nedostatek pracovni sily
. volné misto

a Uk, WN B

5.3 Match the nouns with appropriate adjectives:

1. skilled a) sector 5. job

2. foreign b) vacancy 6. recruitment

3. highly demanded c) agency 7. employment

4. industry d) profession 8. wholesale and re-

86
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e) invest or
f) sector

g) workforce
h) skills
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swosamrcer [

With your friends discuss the jobs which are currently in demand in your country where
you live.

5.3 Employee benefits

Employee benefits can comprise 40% of even more, of your total compensation package
so it’s important to know exactly what benefits you will be provided. An employee benefits
package includes all the non-wage benefits, like insurance and paid off time, provided by
an employer. There are some types of employee benefits that are mandated by law, inclu-
ding minimum wage, overtime, unemployment, and workers compensation and disability.

There are other types of employee benefits that companies are not required to offer, but
choose to provide to their employee.

Depending on the company, these benefits may include health insurance (required to be
offered by larger companies), dental insurance, vision care, life insurance, paid vacation
leave, personal leave, sick leave, child care, fitness, a retirement plan, and other optional
benefits offered to employees and their families.

There is an increasing use of bonuses, perks, and incentives by employers to recruit and
retain employees. Look at the companies rated the best places to work and you’ll discover
many offer health club memberships, flexible schedules, daycare, tuition reimbursement,
and even on-sit dry cleaning.

Other benefits can vary between industries and businesses and are sometimes referred
to as ,,fringe* benefits. These perks can include bonuses, profit sharing, medical, disability,
and life insurance, paid vacations, free meals, use of a company car, pensions, company
holidays, personal days, sick leave, other time off from work, retirement and pension plan
contributions, discount on company products and services, housing, and other benefits and
perks that are provided by companies in addition to the employee’s salary.

Whether you are job searching, deciding on a job offer, or happily employed, it’s im-
portant to review what benefit coverage is provided by the company and to decide whether
the employee benefits package is one that fully meets your needs. It’s also important to take
full advantage of what the company provides to employees.

Zdroj: the balance careers: Types of employee benefits and perks [online]. [cit. 2018-09-10]. Dostupné z:
http://www. thebalancecareers.com/types-of-employee-benefits-and-perks-2060433.
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7]

1 What are the common benefits and perks provided by companies?
2 What are the most popular employee benefits in the Czech republic?
3 Could you name some educational and training benefits?

4 How would you explain that the workplace is family-friendly?

Wfsmosrarwvo ]

You have interviewed with a company where the position sounds great, the salary is
more than you expected, and the job offer is on the table. But what about benefits? What
benefits are important for you?

5.4 Grammar — Present perfect

Ptedpiitomny ¢as oznacuje udalosti, které se udaly ¢asove ,,pred ted/nyni*, nevyjadiuje,
kdy se udalost stala; pti pouziti pfesného ¢asu je nutné pouZzit minuly ¢as prosty. Nejcastéji
se poji s Casovymi spojkami, jako jsou: for, since, ever, never, just, yet, recently, lately,
already apod.

Tvoreni:

Kladna véta: Podmét + have (3. os. j. €. has) + pfi¢esti minulé + zbytek véty (I havebeen
to many countries on business).

Zapor: Podmét + haven't (3. os. j. €. hasn't) + pficesti minulé + zbytek véty (She has not
visited our company).

Otazka: Have (has) + podmét + pticesti minulé + zbytek véty? (Have they ever gone to
the subsidiaries in Austria?

Pouziti:
a) vyjadruje d¢j, ktery zacal v minulosti a stale pokracuje,

b) vyjadiuje d&j, ktery se stal nékdy v naSem zivoté, udalost se stala v minulosti a je
ukoncena, ale ucinek je stale ,,citit*; neni dalezité, kdy se d¢j odehral,
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¢) vyjadifuje minulou udalost, kterda ma pfitomny nasledek, d&j je obvykle v nedavné
minulosti.

Nyni nasleduji dalsi ptiklady k vySe uvedenym pravidlim:

He has lived in London.

The payment has not arrived yet.

Have you ever been to France?
|

GRAMMAR - EXERCISES

5.4 Use the correct forms of past tenses or present perfect tenses in each situation:
1. Peter ....... (become) a manager of the franchise when he ......... (be) 31.

2. How long ...... (your sales manager, work) in the multinational franchise?

3.1...... (receive) your sales proposal, I am quite impressed.

4. We ...... (agree) on Monday to resume contract talks.

5. Our team ....... (implement) necessities in our French branch last week.

6. Over the past three months Paula ...... (be involved) in many interesting projects.
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5.5 Complete the suitable past participle verb forms with the following irregular
verbs:

1.be..., leave..., have..., fly..., speak..., learn..., have to..., take...

5.6 Make questions and use how + long + the present perfect:
1. She has been the Austrian franchisor for five years...
2. We have had twenty outlets in Europe for over 10 years...

3. Our company has had the agreement with KFC for over 20 years...

7]

55 Test

1. The Finnish company located in this country is making 200 employees
... due to the increased costs.

e redundant
e abundant
e Jlavish

2. The jobs most in ... are also well paid.

e need
e demand
e necessity

3. The most popular business ... include part-time jobs, finance jobs and
automotive jobs.

e departments
e sections

e sectors
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4. There was a ... of skilled professionals within the business services
sector.

shortage
shortened
shortening

5. The survey, of over 87,000 businesses, ... that 23 per cent of employers'
vacancies were considered ‘hard-to-fill".

released
revealed
betrayed

6. The mining and quarrying industries ... seven per cent of the total
workforce.

amounted with
amounted of
amounted to
7. ....energy is also likely to experience growth in the years to come.
Renew
Renewable
Renewed
8. IT technicians and investment analysts came out ... top.
on
at
in

9. Having endured ... times in recent years, the motoring industry is also
now on an upward curve.

torrid
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cold

e dispassionate

10. The Government has ... a £50 million investment in the industry over
the next three years.

e pleaded
e pledged

e requested

] e

5.6 Key

LEXIS
5.1 Match the words with their definitions in English:
1. vacancy a) an ability to do an activity 1.g

or job well, especially be-
cause you have practised it

2. demand b) a situation in which there 2.c
is not enough of something
3. shortage c) to ask for something force- 3.b

fully, in a way that shows
that you do not expect to be
refused

4. recruitment d) an ability, characteristic, or 4.e
experience that makes you
suitable for a particular job or
activity

5. qualification e) the process of finding peo- 5.d
ple to work for a company or
become a new member of an
organization

6. investor f) describes a form of energy  6.i
that can be produced as quic-
kly as it is used

7. skill g) a job that no one is doing 7.a
and is therefore available for
someone new to do

8. redundancy h) a fixed amount of money 8.j
agreed every year as pay for



9. renewable i ) a person who puts money  9.f
into something in order to
make a profit or get an adva-
ntage:
10. salary j) a situation in which so- 10.h
meone loses their job be-
cause their employer does
not need them
5.2 Translate the following phrases into English:
1. byt Zadany be in demand
2. postradat zkusenosti lack experience
3. primérny plat average salary
4. nedostatek pracovni sily shortage of workforce
5. volné misto vacancy
6. majici pozadovanou kvalifikaci skilled
5.3 Match the nouns with appropriate adjectives:
1. skilled workforce 5. job
2. foreign investor 6. recruitment
3. highly demanded profession 7. employment
4. industry sector 8. wholesale and re-
tail
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an employee, usually paid di-
rectly into his or her bank ac-
count every month

GRAMMAR-EXERCISES

vacancy
agency
skills
sector

5.4 Use the correct forms of past tenses or present perfect tenses in each situ-

ation:

1. Peter became a manager of the franchise when he was 31.

2. How long has your manager worked in the multinational franchise?

3. I have received your sales proposal, | am quite impressed.

4. We agreed on Monday to resume contract talks.

5. Our team implemented necessities in our French branch last week.

6. Over the past three months Paula has been involved in many interesting projects.
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5.5 Complete the suitable past participle verb forms with the following irre-

gular verbs:

1. been, left, had, flown, spoken, learnt, had to, taken.

5.6 Make questions and use how + long + the present perfect:
1. How long has she been...?
2. How long have you had...?

3. How long has your company had...?

5.6.1 TEST

94

1. The Finnish company located in this country is making 200 employees
... due to the increased costs.

redundant
abundant
lavish
2. The jobs most in ... are also well paid
need
demand
necessity

3. The most popular business ... include part-time jobs, finance jobs and
automotive jobs.

departments
sections
sectors

4. There was a ... of skilled professionals within the business services
sector.

shortage
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shortened
shortening

5. The survey, of over 87,000 businesses, ... that 23 per cent of employers'
vacancies were considered ‘hard-to-fill".

released
revealed
betrayed

6. The mining and quarrying industries ... seven per cent of the total
workforce.

amounted with
amounted of
amounted to
7. . ...energy is also likely to experience growth in the years to come.
Renew
Renewable
Renewed
8. IT technicians and investment analysts came out ... top.
on
at
in

9. Having endured ... times in recent years, the motoring industry is also
now on an upward curve.

torrid
cold

dispassionate
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10. The Government has ... a £50 million investment in the industry over
the next three years.

e pleaded
e pledged

e requested

El[swmuertmapmrory ]

V kapitole Careers — Career Choices jsme se zaméfili na to, jakym zptsobem hledat
své budouci zaméstnani, ktera povolani jsou zadana, jaké jsou pozadavky zaméstnavateld,
ale také jsme se vénovali moznostem, které maji zaméstnanci v ramci zaméstnaneckych

benefitid. Zopakovali jsme si spravné pouziti preptitomného casu.
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6 CAREERS -JOB INTERVIEWS

owrmmeeroy [

Kapitola navazuje na dovednosti ziskané v opote Cizojazy¢na piiprava AJ 1 Job inter-
views and career, kde jste se naucili napf. sestavit svilj zivotopis a motivacni dopis a tyto
dovednosti rozsifuje. V kapitole 3 jste se zamysleli nad vlastni SWOT anylyzou a nyni
budete aplikovat své kompetence a dovednosti na pozadavky pracovniho trhu. Kapitola
vysvétluje, jakou ulohu maji v kariérni oblasti socidlni sité a jak se socialnimi médii praco-
vat pii sebeprezentaci.

Gramaticka ¢ast objasnuje vyjadiovani budoucnosti v anglicting.

ooy ]

V této kapitole se nau¢im:

¢ Vyjmenovat a vysvétlit kompetence a dovednosti zaméstnance,
e Vysvétlit tlohu socialnich siti na pracovnim trhu,
¢ Vyjadfovat budoucnost.

Career, competence, job, skill, social media, social networking.

6.1 Vocabulary

accurately presné

adapt pfizpusobit

appointment schiizka

appropriate vhodny

assign zadat, ulozit, pridélit
budget rozpocet

committed oddany, presvédceny
competency kompetence

constraint pfinuceni, omezeni, natlak

97



CAREERS - JOB INTERVIEWS

contain obsahovat
convince presvédcit
daunting znepokojivy
deadline konecény/posledni termin
deliver on dodrZovat
desirable poZadovany
determined rozhodnuty
efficient zdatny, vykonny
encourage povzbudit

ensure zajistit, postarat se
essential nutny

evidence dlkaz

gain ziskat

goal cil

job hunting shanéni prace
negotiation vyjedndvani
particular konkrétni, jednotlivy, specificky
persuade presvédcit
persuasion presvédcovani
proofreading korektura

provide poskytovat

raise awareness vzbudit pozornost
recruiter naborovy pracovnik
require vyZadovat
research vyzkum

share sdilet

skill dovednost
successful Uspésny

succint strucny

support podporovat

task ukol

thoroughly dikladné, radné
vital nezbytny
workload pracovni zatiZeni

6.2 Competencies and skills —what are they and how do you
show you have them?

Understanding the skills or competencies recruiters are looking for is vital when it comes
to making successful applications and doing well in interviews. By giving examples to
show that you have the skills they require, you are more likely to convince them of your

ability to do the job.

HOW DO YOU KNOW WHICH SKILLS EMPLOYERS ARE LOOKING FOR?

Start with the job advert. It might say “we’re looking for a hard working Accounts Offi-
cer to join our busy team”. Here ‘hard working’ indicates they want someone who is
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committed and determined, and ‘busy team’ infers the candidate is likely to need to be a
good team worker.

Looking at the job description and person specification will explain the skills they are
looking for. If you see an “E” or “Essential” listed next to a specific skill, it means you
must have this, so you need to evidence it clearly in your application. “D” is for Desirable
— try to cover these too in your application as it could set you apart from another candidate.

HAVE YOU GOT THE SKILLS EMPLOYERS ARE LOOKING FOR?

Most probably. It’s important to think about your skills before you start job hunting.
Looking at a job description and seeing the word “leadership skills required” can be daun-
ting. But, you don’t have to be the President of the History Society, or a supervisor at work
in order to have gained leadership skills.

Think through your experiences carefully when you look at skills required in a role.

For example, if you helped a group reach a decision when completing group coursework,
or have taken the initiative to fundraise — this would require skills for leadership, such as
careful communication, listening, focus and patience. Providing you have some voluntee-
ring, work experience and extra curricular activities, you are very likely to be able to answer
the question above with a confident “yes”. If you don’t have work experience on your CV,
make an appointment with your Careers Consultant — it’s never too late!

Understanding the skills recruiters are looking for is also vital when it comes to making
successful applications and doing well in interviews.

By giving examples to show that you have the skills they require, you are more likely to
convince them of your ability to do the job.

HOW DO YOU SHOW EMPLOYERS YOU HAVE THEM?

First it is important to understand what is meant by each of the skills the recruiter is
looking for. Then think of ways to provide them with specific evidence to show that you
have these skills.

The table on the next page gives some examples of how you could do this. It explains
the general meaning behind particular skills and shows ways of providing evidence of this
skill in your application. Some organisations might provide their own definition of a certain
skill so it fits with their business context. If so, use their definition.
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Skill
Written and verbal commu-
nication

Teamwork

Commercial awareness

Attention to detail

Time managment (organi-
sation)

Adaptability and flexibility

100

What does this mean

e Communicating informa-
tion and ideas clearly and ac-
curately. e Keeping your wri-
ting fresh and succinte Using
appropriate language, style
and writing methods when
communicating with people
depending on the situation.e
Anticipating what informa-
tion will be needed by others
e Prioritising team goals over
individual goals ¢ Encoura-
ging co-operation ¢ Having
an awareness of the needs of
others and responding fle-
xibly e Sharing information
and ideas, and supporting
team members to achieve
goals ® Assigning or taking on
clear roles and responsibility
within the team e Doing what
you say you will

¢ Knowing how to talk to
clients, establish their needs
and spot opportunities ® Un-
derstanding how an organi-
sation works and what inter-
nal/external elements have
an influence on its business
Taking time to understand
what is going on in your cho-
sen industry

* Ensuring work is thoroughly
checked without it being late
¢ Following instructions care-
fully and accurately ¢ Moni-
toring your work for errors

¢ Prioritising your workload
when you have multiple de-
adlines e Planning time to en-
sure tasks are delivered to a
high standard and on time

¢ Responding positively to
change ¢ Adapting to new si-
tuations quickly e Taking on a
diverse range of tasks equally
effectively

Example of evidence

Guest journalist for Q Mes-
senger: wrote article to raise
awareness of the low contri-
bution to the Global Fund to
fight malaria, turbucolosis
and AIDS. Demonstrated is-
sues with photos and statis-
tics, and gave clear instructi-
ons on what students could
do to lobby for change.
Group coursework: offered to
be the co-ordinator for the
project. Encouraged each
member to take on a piece of
research and passed on infor-
mation from tutor to the

group.

Asking a manager at my part-
time retail job to spend a day
at the Head Office in order to
better understand how shop
targets are set. Learning
about negotiations with
suppliers, the price of raw
materials and the impact
these both have on retail pri-
ces.

Writing a short article that
contained statistics and data
during a summer internship
to a tight deadline. Planned
extra time to allow for pro-
ofreading and checking.
Managing a final year project,
whilst having a part time job
and volunteering project. Set
monthly goals and tasks each
week.

Taking on the role of team le-
ader on a QM Provide volun-
teering project at the last mi-
nute. Spent own time resear-
ching the charity and project
so | could organise the time
effectively.
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Leadership

Customer focus / orientation

Interpersonal effectiveness

Planning and organising

¢ Leading a team ¢ Delega-
ting and motivating effecti-
vely  Encouraging input
from others e Putting the
group’s or organisation’s ne-
eds ahead of your own

¢ Identifying customer needs
and constraints ¢ Seeking to
find out more about custo-
mers and provide a better
service e Delivering on promi-
ses

¢ Adapting your behaviour to
build relationships with a
wide range of people ¢ Influ-
encing others through per-
suation and encouragement
e Prioritising and planning
the efficient use of resources
e Monitoring progress aga-
inst objectives and respon-
ding to unforeseen events

Leading and motivating a
new tennis team to train ona
weekend, and creating the
post of Vice-Captain to
support scheduling work, af-
ter consulting the rest of the
team about scheduling pro-
blems.

As a part time Sales Assistant,
dealing with complaints pro-
fessionally to ensure custo-
mer loyality. Taking time to
listen to their feedback and
suggesting changes to super-
visor.

Persuading other team mem-
bers to use your idea fora
group project, by suggesting
a discussion about the pros
and cons of each option.

As member of QM drama so-
ciety, scheduling rehersals,
managing the budget and
coordinating costume and set
teams.

UNDERSTANDING SKILLS TO HELP YOU MAKE CAREER CHOICES

Every job role requires a different set of technical and/or transferable skills. When you
are choosing which job you would like to do, it is helpful to identify both your interests and
your skills and see whether they fit well with those the job role typically requires.

For example, if you enjoy team work you probably want to avoid a job where you will
do the majority of work on your own. If you tend to need time to think and process infor-
mation, a job where you have to respond quickly to situations could be very draining.

If you can identify what skills you are particularly good at then, as you explore different
types of job, you can see which roles maximise using your skills, that will suit you and you

will enjoy.

Zdroj: QM Careers: Competencies and Skills. [online]. QM Careers, 2012. [cit. 2013-07-04]. Dostupné z:
http://www.careers.gmul.ac.uk/docs/Generic%202012/80445.pdf

oz ]

1 What skills are mentioned in the article?

2 What are their meanings?
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3 What examples of evidence of skills are listed above?
4 What skills do you think you posess?

5 What skills do you think you are still missing?

W [sawosramvoor ]

Your body language is important in an interview as it shows the interviewer your atti-
tude. Look at the actions below and decide whether they should be dos or don’ts in an
interview.

Dos Don’ts

Sit up straight

Look alert

Scratch the back of your head

Hold your neck

Rub your nose

Cross your arms

Make eye contact

Stare at the floor
Look uninterested
10 | Smile

11 | Nod your head

12 | Shake your feet

OO NOoO| O AW DN

LEXIS
6.1 Match the words with the suitable definitions:
1. planning and organising a) prioritising your workload when you have
multiple deadlines
2. leadership b) knowing how to talk to clients, establish
their needs and spot opportunities
3. written and verbal communication c) adapting your behaviour to build relation-

ships with a wide range of people
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4. interpersonal effectivness d) communicating information and ideas
clearly and accurately

5.time management e) prioritising and planning the efficient use
of resources

6. commercial awareness f) leading a team

6.2 Translate the following sentences into Czech:

1. The job description and person specifica- 1.
tion will explain the skills they (employers)

are looking for.

2. Think through your experiences carefully 2.
when you look at skills required in a role.

3. For example, if you helped a group reacha 3.
decision when completing group coursework,

or have taken the initiative to fundraise — this
would require skills for leadership, such as

careful communication, listening, focus and
patience.

4. Understanding the skills recruiters are lo- 4,
oking for is also vital when it comes to making
successful applications and doing well in in-
terviews.

5. Every job role requires a different set of 5.
technical and/or transferable skills.

6.3 Which word is different?

1.clearly accurately plainly invisibly
2.boost aspire inspire encourage
3.enforce make sure ensure make certain
4.fund resources poverty source

6.3 How to use social networking to boost your career

Social networking can be an integral part of your job search or career building — if you
use it correctly. If you don’t, even information you consider private like a photo posted on
Facebook or a random comment on Twitter, could cost you your job and unexpectedly
damage your career.

Social job searching involves using social media sites like LinkedIn, Facebook, and
Twitter for job searching. Social media is used by both job seekers who are looking for
employment opportunities, and companies looking to hire.
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It’s important to build a social network in advance of when you need it. You should be
prepared to be found on social media, whether i tis a recruiter viewing your profile or an
employer who you reached out to first.

That being said, you’ll need to do more than just have an online presence.

It’s most important to make sure your LinkedlIn is built out comprehensively with your
most recent employment information, and take responsibility to keep it up to date. Being
proactive when it comes to social media can position you, so you are prepared to job search
at any time — when you need to find a job or when you re lookig for a change.

It’s very important to consider your online presence, as more and more employers have
been expanding their hiring procedures to incorporate social networking sites. Hiring ma-
nagers and recruiters use social media to source candidates, to post jobs, and to accept job
applications.

Social media job searching sites can help hiring managers to get a more clear sense of
their potential employees and their backgrounds before they have even interacted. Social
media makes it easy for recruiters to understand you better; your likes, dislikes, and how
you might fit within the company.

Zdroj: The balance careers: How to use social networking to boost your career. QM Careers: Competencies and
Skills. [online]. [cit. 2018-09-10]. Dostupné z: http://www. thebalancecareers.com/how-to-use-social-networking-to-
boost-your-career-2062607

[Mlomonzmorsios ]

What is your opinion on the role of social media in professional life?

6.4 Grammar — Review of tenses

V anglic¢tin€ jsme se jiz seznamili se zakladnimi pravidly tvofeni a pouziti cast. V na-

vvvvvvvvvvv

tvofeni a pouziti budouciho ¢asu.

v

Cas Priklad kladna véta,  Kdy se pouZiva Typicka ¢asova urceni
zapor, otazka

Budouci prosty (will) | will be in my office.  Udalosti v budouc- tomorrow, in 2120, in

Future simple | won’t be in my nosti. Pfedpokladya 20 minutes, next
office Will you be in odhady. Spontanni week/month/year/Tu-
your office? rozhodnuti. esday

Budouci prosty | am going to buy Pevna rozhodnuti, Tomorrow, in 2120, in

(going to) Future some shares. I'm not  odhodlani. Typicky 20 minutes, Next

simple going to buy some véty, které by v CJ za- week/month/year/Tu-

esday
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Budouci pribéhovy
(Future progressive)

Predbudouci prosty
(Future perfect sim-

ple)

Pfredbudouci prabé-
hovy (Future Perfect
Progressive)

Zdroj: Ajslovicka.cz: Anglické éasy — preklady. [online]. Anglicka slovicka, 2011 -
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shares. Is he going to
buy some shares ?

| will be waiting. |
won't be waiting.
Will you be waiting?

He will have spoken.
He won’t have spo-
ken. Will he have
spoken?

You will have been
waiting for hours
when... You won’t
have been waiting
for more than 3
hours when... Will
you have been
waiting for more

than 3 hours ... when

he finally arrives?

¢inaly "Chci ...","Hod-
lam ...", "Mam v
uamyslu ...".

Udalost, ktera bude
probihat v budoucnu,
v prfesné daném oka-
mziku. Udalost, kek-
teré zcela jisté brzy
dojde.

Totéz jako predpfi-
tomny pro déje ode-
hravajici se pred bu-
doucim déjem nebo
bodem v budouc-
nosti. Nejcastéji ve
vétach typu: "Zitra to
bude 5 let...". V praxi
malo pouzivany.
TotéZ jako predpfi-
tomny, ale ve vztahu
k budouci ¢asové ro-
viné. V praxi velmi
malo pouzivany.

http://www.ajslovicka.cz/clanky/anglicke-casy-prehled.html

Nyni nasleduji dalsi piiklady k vySe uvedenym frazim:

tomorrow, in 20 mi-
nutes, next
week/month/year/Tu-
esday

by Tuesday, in a week

when, by the time, for
..., the last couple of
hours, all day long

2013. Dostupné z:

Paul will travel a lot in his new job.
|

They they will send them the invitation to the coming conference.
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We will have not finished the job in a week.

GRAMMAR-EXERCISES
6.4 Select the correct tense:
1. T.......... learn German for ten years now.

2. Butlast year I (not/work) ........... hard enough for German, that is why my marks
(not / be) really that good then.

3. As I (pass / want) ........... my German exam successfully next year, I (study)
........... harder this term.

4. During my last summer holidays, my parents (send) ........... me on a language
course to Berlin.

5. It(be)........... great and I (think) ........... I (learn) ........... alot
6. BeforeI(go)........... to Berlin, I (not / enjoy) ........... learning German.
7. ButwhileI(do)........... the language course, [ (meet) ........... lots of young people

from all over the world.

8. There I (notice) ........... how important it (be) ........... to speak foreign languages
nowadays.
9. Now I (have) ........... much more fun learning German than I (have) ........... be-

fore the course.

10. At the moment I (revise) ........... German grammar.

11. And I (begin / already) ........... to read the texts in my German textbooks again.

12. 1 (think) ........... I[(do)........... one unit every week.

13. My exam (be) ........... on 1 June, so there (not/be) ........... any time to be lost.

14. If I (pass) ........... my exams successfully, I (start) ........... an internship in Octo-
ber.

15. And after my internship, maybe I (go) ........... back to Berlin to work there for a
while.
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16. As you (see / can) ........... , I (become) ........... a real Berlin fan already.

B

Enact a short dialogue in pairs, in which you will train the ten tips regarding the suc-
cessful job interview.

N 7]

6.5 Test
1. I... for many different jobs.
¢ have applied
e applied
e was applied
2. This month, we ... several new job vacancies.
¢ have considered
e are considering
e considered
3. Timothy ... his new job next month.
e starts
e has started
e isstarting

4. It is more than obvious that hiring the new CEO ... a positive impact
on on the growth of the company.

¢ had had
e has had
e is having
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108

5. The part of the new employment contract is currently ...
negotiating
being negotiated
negotiating

6. The outcome of the first round of the job interview ... known until next

week.
will be
is not
will not be

7. The new job advertisement ... attract new potential employees, | think
we should change it a bit.

does not
did
does
8. This job is an opportunity ... more directly with potenial customers.
connecting
to connect
connect

9. The human resources department ... various job interviews on a daily
basis.

IS organising
organised

organises
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10. The three successful canditates ... by the top management next Mon-
day.

e are being appointed
e will have been appointed

e will be appointed

N 1]

6.6 Key

LEXIS

6.1 Match the words with the suitable definitions:

1. planning and organising

2. leadership

3. written and verbal communication
4. interpersonal effectivness

5.time management

6. commercial awareness

e)
f)
d)
c)
a)
b)

6.2 Translate the following sentences into Czech:

1. The job description and person specifica-
tion will explain the skills they (employers)
are looking for.

2. Think through your experiences carefully
when you look at skills required in a role.

3. For example, if you helped a group reach a
decision when completing group coursework,
or have taken the initiative to fundraise — this
would require skills for leadership, such as
careful communication, listening, focus and
patience.

4. Understanding the skills recruiters are lo-
oking for is also vital when it comes to making
successful applications and doing well in in-
terviews.

5. Every job role requires a different set of
technical and/or transferable skills.

1. Popis prace a pozadavky na uchazece vypo-
vidajio dovednostech, které (zaméstnavatelé)
hledaji.

2. Zamyslete se pozorné nad Vasimi zkuse-
nostmi, kdyZ se podivate na poZzadované do-
vednosti na danou pozici.

3. Pokud jste naptiklad pfi zavrSovani celo-
rocni prace pomohl/a ve skupiné prispét k do-
sazeni urcitého rozhodnuti, anebo jste se cho-
pil/a iniciativy spojené se ziskanim financnich
prostfedk(l — to vSe vyZaduje dovednosti spo-
jené s vedenim jakymi jsou vnimava komuni-
kace, naslouchani, pozornost a trpélivost.

4. Pro vytvoreni Uspésné zadosti o zamést-
nani a uspéch béhem pohovoru je klicové po-
chopeni dovednosti, které naborovi pracov-
nici hledaji.

5. Jednotlivé pracovni pozice vyZaduji speci-
fické soubory technickych a / nebo prenosi-
telnych dovednosti.
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6.3 Which word is different?

1.clearly accurately plainly invisibly
2.boost aspire inspire encourage
3.enforce make sure ensure make certain
4.fund resources poverty source

GRAMMAR-EXERCISES

10.

11.

12.

13.

14.

15.

110

6.4 Select the correct tense:
| have been learning German for ten years now.

But last year | was not working hard enough for German, that is why my marks(not
/ be) really that good then.

As | want to pass my German exam successfully next year, | am going to study-
harder this term.

During my last summer holidays, my parents sent me on a languagecourse to Berlin.
It was great and | think | have learned a lot.
Before | went to Berlin, | had not enjoyed learning German.

But while 1 was doing the language course, | met lots of young people from all over
the world.

There | noticed how important it is to speak foreign languagesnowadays.
Now | have much more fun learning German than | had beforethe course.
At the moment | am revising German grammar.

And | have already begun to read the texts in my German textbooks again.
| think I will do one unit every week.

My exam is on 1 June, so there is not any time to be lost.

If I pass my exams successfully, I will start an internship in October.

And after my internship, maybe I will go back to Berlin to work there for a while.
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16. As you can see, | have become a real Berlin fan already.

6.6.1 TEST
1. I... for many different jobs.
e have applied
e applied
e was applied
2. This month, we ... several new job vacancies.
e have considered
e are considering
e considered
3. Timothy ... his new job next month.
e starts
e has started
e isstarting

4. It is more than obvious that hiring the new CEO ... a positive impact
on on the growth of the company.

e had had
e has had
e ishaving

5. The part of the new employment contract is currently ...
e negotiating
e being negotiated
e negotiating

6. The outcome of the first round of the job interview ... known until next
week.
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e will be
e isnot
e will not be

7. The new job advertisement ... attract new potential employees, | think
we should change it a bit.

e does not
e did
e does
8. This job is an opportunity ... more directly with potenial customers.
e connecting
e to connect
e connect

9. The human resources department ... various job interviews on a daily
basis.

e isorganising
e organised
e Organises

10. The three successful canditates ... by the top management next Mon-
day.

e are being appointed
e will have been appointed

e will be appointed
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swmortoapro [T

V kapitole Careers — Job interviews jsme se naucili spravné definovat kompetence a
dovednosti, které se nejcastéji objevuji v pracovnich nabidkéch. Zaméfili jsme se na vyuZiti
socialnich siti v rdmci pracovni sféry, které jsou nedilnou soucésti spravné sebeprezentace
budouciho zaméstnance S cilem uspét na trhu prace.
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7 DICTIONARY

abide

absent
acceptable
acclimate
account for
accurately
acknowledge
adapt

added

address

adhere

advise

affect

agenda

agree
agreement
achieve
alignment
amount to
amplify

appear
appointment
approach
appropriate
approximately
articulate
aspiration
assign
assignment
attempt
attentive

attire

attitude

attract

average

avoid

be aware of

be concerned about
be concerned with
be coupled with
be forced into
be held accountable for
be in demand
be suited to

be tailored to
beoynd one’s scope
blow one’s nose
bond with
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dodrzovat, ridit se
chybéjici, nepfitomny
prijatelny
prizpUsobit se

tvorit

presné

uznat

prizpUsobit

pfidany

oslovit

drzet se ¢eho, dodrzovat
radit, poradit
ovlivnit

program

souhlasit

dohoda, souhlas
dosdhnout
postaveni, postoj
dosahnout, cinit
zvysit, umocnit, zesilit,
zdat se, jevit
schizka

pristup

vhodny

priblizné
formulovat
usilovani, touha
zadat, uloZit, pridélit
ukol

pokus, pokusit se
pozorny

odév, obleceni
postoj

lakat, pritahovat
pramér

vyhnout se

byt si védom ceho
byt znepokojen
zabyvat se né¢im
byt spojen

byt donucen k

byt zodpovédny za
byt Zadany

byt vhodny, hodit se
byt usity na miru
prerUstat (problém)
smrkat

pratelit se



break
breathe
budget

calm

care about
careful

carry

catch up with
cause
circumstance
chatter

code
coherent
come down to
committed
commute
compelling
competency
competetive edge
competitor
complain
complaint
complete
completion
comprehension
conceivable
condition
confident
conscience
consequence
consider
consistent
consistently
constantly
constraint
contagious
contain
convince
core
corporate
corporate message
counsel

craft

create

cross one’s arms
customs
damage
daunting
deadline
dealings
debatable
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porusit

dychat

rozpocet, finance
klidny

starat se o

peclivy, dukladny, pozorny
nést

spojit se s, zkontaktovat se
zpUsobit, pricina
okolnost

klaboseni

rad, kodex
promysleny, souvisly, drZici pohromadé
odkazovat

oddany, presvédceny
dojizdét (do prace)
presvédcivy
kompetence
konkurenéni vyhoda
konkurent

stéZovat si

stiznost

ukondit, absolvovat
dokonceni, dodélani
schopnost porozuméni
myslitelny, pfipadny
podminka

sebejisty, sebevédomy
svédomi

nasledek

zvazovat

staly

soustavné

porad

pfinuceni, omezeni, natlak
nakazlivy, prenosny
obsahovat

presvédcit

jadro

firemni

firemni sdéleni
poradit, radit

vytvorit

vytvorit

krizit paze

zvyky

poskodit

znepokojivy
koneény/posledni termin
jednani

diskutabilni, sporny
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decision making
defeat
defensiveness
deliver
deliver on
demonstrate
desirable
desperate
determine
determined
disappear
disclose
discover
disposable
disrespectful
disruptive
dissent
distracting
disturb
doom

duties

educational background

efficient
effort
embrace
emphasize
encourage
endure
engaged
enormous
enshrine
ensure
entrepreneur
essential
evidence
experience
exploitation
eye contact
failure

firm
flawless
forthcoming
from scratch
full-time job
furnished
gain

gentle
gently
gesticulate
gesture
gloom
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rozhodovani

porazka, prohra
branéni, obrana
dorucit, poskytovat
dodrZovat

ukdzat, demonstrovat
poZadovany

zoufaly, beznadéjny
stanovit, urcit
rozhodnuty

vyhynout, zmizet
odhalit

objevit, zjistit

na jedno poutziti, jednorazovy
nezdvofily

rusivy

nesouhlasit

rusivy, rozptylujici
vyruSovat

konce, zanik, zly osud
povinnosti

dosavadni vzdélani
zdatny, vykonny

snaha

pfijmout

zdUraznit

povzbudit, pobidnout, podporovat
vydrZet

zapojeny, angazovany, zaujaty
obrovsky

uchovat

zajistit, zarucit, postarat se, ujistit
podnikatel

hlavni, podstatny, nutny
dikaz

zaZzit, prozit, zkusenost
vyuziti, vykofistovani
ocni kontakt

neuspéch, nezdar
pevny, jisty

bezvadny, bezchybny
vyjit nékomu vstfic

od zacatku

na cely Uvazek

zafizeny (ndbytkem)
ziskat

mirny, jemny

pozvolné, mirné, lehce
gestikulovat

gesto, gestikulace
skleslost, beznadéj, smutek



goal
government
graduate
grasp

grin

guide through
guideline
handle
handle
handshake
healthcare
herald

highly regarded
hold back
homestay
hospitality
host

identify
impact
impact
implement
impression
improve
inadvertently
insubordinate
intense
internship
interpersonal
interrupt
intrusive
invade

issue

issues

jaw

job hunting
joker

keep on track
labor law
labour market
lack

lasting

law
limp-wristed
links to
managerial
manner
measure
measurement
mindset
mining

miss
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cil

vlada

absolvent

pochopit, porozumét
Sklebit se

poradit, pomoci
smérnice, pokyn
zachdzet, manipulovat
zvladat, resit, vyporadat
podani ruky
zdravotnictvi
pfedznamendvat
vysoce uznavany
drZet se zpatky

pobyt v domacnosti rodiny v cizi zemi
pohosténi

hostitel, poradajici strana
rozpoznat, rozeznat
ovliviiovat, plsobit
vliv, ovlivnit

provést

dojem

zlepsit, zdokonalit
nedmyslné, nechténé
neukdaznény, neposlusny, vzpurny
silny, prudky, ostry
praxe, zacvik (v povolani)
mezilidsky

pferuSovat

vtiravy, ruSivy

narusit

véc, zalezitost
problematika

sanice, Celist

shanéni prace
vtipalek

udrzovat

pracovni pravo
pracovni trh
postradat, nemit
trvaly

zakon

slaby, chaby

kontakty, vazby
manazersky

zpUsob

méfrit

rozmeér, mir, velikost
pfistup, postoj
hornictvi

nestihnout
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mission

mission statement
misunderstanding

monitor
myriad
narrative
navigate
needs
negotiation
nervous
network
nod

note
objective
obscure
occur
offensive
offer
option
overdo
paramount

part- time job

participant
participate
particular
patience
patient
penalty
perceive
perception
perform well
performance
persuade
persuasion
pitch
placement
pledge
plumber
posture
prevent
primari ly
primary
principle
probability
procedure
progress
prominently
proofreading
properly
provide
provoke
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poselstvi

formulace hlavniho cile organizace
neporozumeéni

dohlizet, kontrolovat
nespocetny, obrovsky
pribéh, historka

ridit, vést

potreby

vyjedndvani

nervozni

sit

kyvnout

(po)vsimnout si néco

cil

nejasny, neznamy, tézko pochopitelny
objevit se, vyskytnout se
urazlivy, hruby

nabizet

volba, moZznost

prehanét, prehnat
nejdalezitéjsi

na poloviéni Uvazek
Ucastnik

zUcastnit se

konkrétni, jednotlivy, specificky
trpélivost

trpélivy

rest, pokuta

postfehnout, vnimat
vnimani

darit se

vykon, vykonnost, provadéni
presvédcit

presvédcovani

vyska, poloha (hlasu)
umisténi

prislibit, zavazat se
instalatér, opravar

drZeni téla

vyhnout se, zamezit, zabranit
predevsim

zakladni

zasada

pravdépodobnost

postup

pokrok

napadné

korektura

vhodné, patficné
poskytovat

zlobit, drazdit, provokovat



public

pull the plug on
punctual
punish

purpose
purspose

put off

put sb. at ease
quarrying
rainforest

raise awareness
rapport

reach

recent
recovery
recruiter
recruitment
redundancy

refrain from
regarding
reinforce
relaxed
remark
renewable
rent
repercussion
reprimand
request
require
research
resentment
resolution
respond
responsibility
resultin
retail

reveal
reward
rough

ruin

rule

run into each other

rush
satisfaction
scale
seamless
seek

seem
self-indulgent
serve
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verejnost

utnout, omezit
dochvilny

potrestat

ucel, smysl, zamér
zamér, ucel, smysl
odradit

uklidnit nékoho

tézba

destny prales

vzbudit pozornost

vztah

dosahnout

nedavny

zotaveni, zlepseni
naborovy pracovnik
nabor, pfijimani, ziskdvani zaméstnancl
nadstav, propusténi nadbytecnych zamést-
nancd

zdrZet se ¢emu, vyhnout se cemu
ohledné, tykajici se
posilit, podpofit
uvolnény

pozndmka

obnovitelny

pronajimat, najem
dopad, odezva, nasledek
pokarat, napomenout
prosba, pfani

vyZadovat

vyzkum

rozhof¢eni, popuzeni, vztek
predsevzeti, odhodlani, rozhodnuti
reagovat

zodpovédnost

mit za nasledek
maloobchod

ukdazat, odhalit

odmeénit, odména

kruty, hruby, tvrdy
znicit, kazit

pravidlo

setkdvat se navzajem
spéchat, hnat se
spokojenost

méritko, Skdla

jednolity, souvisly
hledat

jevit se, zdat se
pozitkarsky

slouzit



Dictionary

service

set

shape
share
shareholder
shortage
sign

skill

smelly
smoothly
sniffle
social
solicitor
soundproof
sprain
stable
stakeholder
stare

start out
steadfast
stick with
strength
stringent
strive
struggle
subsequent
substandard
subtly
successful
succint
supervision
supplier
support
survey

take into account

tardy

task
thoroughly
threat

tool

torrid

touch

trade
tradesman
transfer
trump

turns

unclear
uncooperative
understanding
unearth
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sluzba

stanovit

formovat

sdilet

akcionar

nedostatek

znamka, symbol
dovednost
pachnouci, smradlavy
plynule, hladce, bez problémi
ryma

spolecensky

pravni zastupce, advokat
zvukotésny
vyvrtnout, vymknout
stabilni

akcionar

zirat, civet

zalit nécim

pevny, staly, neménny
drzet se pfi kom

sila, silna stranka
tvrdy, pfisny

snazit se

snazit se, usilovat
nasledny

pod uUrovni standardu
jemné, nepatrné
Uspésny

strucny

dohled

dodavatel
podporovat
prizkum, Setfeni
vzit v vahu
nedochvilny, pomaly
ukol

dakladné, radné
hrozba

nastroj

horka (doba apod.)
dotykat se
obchodovat
obchodnik

presun

prebit trumfem
formulace

nejasny
nespolupracujici
porozumeéni

objevit, odkryt



unique
unless
unnerving
unnoticed
uphold
upright
upward
vacancy
value
various
vary
victory
visible
vital

vow
vulnerable
warrant
weakness
wealth
wholesale
willingess
workforce
workload
wrist
wrongdoing
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jedinecny

kdyz, pokud ne
nervujici, deptajici, zdrcujici
bez povsimnuti
podporovat
vzptimené, rovné
nahoru, vzrastajici
volné misto
hodnota

razny, riznorody
lisit se, rliznit se
vitézstvi

ocividné, viditelné
nezbytny, dllezity
slibovat
zranitelny
vyzadat

slaba stranka
bohatstvi
velkoobchod
ochota
zaméstnanci
pracovni zatizeni
zapésti

pachani zla, provinéni
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SHRNUTI STUDIJNi OPORY

Touto kapitolou konc¢i opora Cizojazy¢éna priprava AJ 3, ktera vas jazykove piipravila
pro odbornou komunikaci v oblastech: Corporate Culture — Work Culture and Place-
ment, Corporate Culture — Work Organization and Responsibility, Customer
Support — Call Centres, Customer Suport - Customer Service and Telephoning, Dea-
ling with Problems, Careers — Career Choices, Careers — Job interviews. Uvedenou
slovni zasobu je mozné pouzit v jakémkoli firemnim ¢i obchodnim prostfedi. Dale je mozné
v ramci prohlubovani jazykovych znalosti vyuzit fadu lexikalnich a gramatickych cviceni,
které jsou opatfeny kli¢em. A v neposledni fad¢ jsou v textu uvedeny webové odkazy, které
slouzi k dal§imu jazykovému vzdélavani. VSem studentlim piejeme hodné Gispéchil a chuti
se dale jazykové rozvijet.
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Kontrolni otazka

Odpovéedi

Samostatny ukol
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Pozn. Tuto ¢ast dokumentu nedoporuc¢ujeme upravovat, aby byla zachovana spravna
funkénost vlozenych maker. Tento posledni oddil mtize byt zamknut v MS Word 2010
prostiednictvim menu Revize/Omezit Gpravy.

Takto je rovn€z omezena moznost ménit napiiklad styly v dokumentu. Pro jejich Gipravu
nebo piidavani ¢i odebirdni je opEt nutné omezeni uprav zrusit. Zamek neni chranén hes-

lem.
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