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UNIT 1: COMMUNICATION
TEXT: WHEN WORDS FAIL: COMMUNICATION BREAKDOWNS
IN THE WORKPLACE

In the modern business world, communication is the engine of productivity.
Whether we’re talking to a colleague across the office or emailing a client across
the globe, communication determines how well we understand each other and how
successfully we work together. Yet even with advanced tools — video calls, instant
messaging, cloud platforms — communication often breaks down. Why?

A communication breakdown occurs when the sender and the receiver of a
message do not share the same understanding. It’s not always obvious. Sometimes
the breakdown is small: a missed meeting time or a misinterpreted tone. Other
times, it causes serious consequences: project delays, lost clients, internal conflict,
or damaged reputations. Let’s explore what causes communication breakdown and
how to avoid it.

1. Vague or Incomplete Instructions

A very common cause of communication failure is vague language.
Managers and team leads sometimes assume everyone understands what they
mean. For example:

Manager: “Can you get that done ASAP?”

Employee: “Sure.”

The manager means “in one hour,” the employee thinks “by end of day.”
Result? Frustration.

In business, clarity is everything. If your instructions are not clear, the work
will not be done the way you expect. Instead of saying “soon” or ‘“better,” use
specifics:

“Please send me the draft by 3 p.m. today.”
“Improve the formatting by aligning the tables and adjusting the font

size.”



2. Use of Jargon

Every profession has its own language. Marketers talk about KPIs, SEO,
bounce rates. Developers discuss APIs, sprints, and back-end frameworks. For
insiders, these terms are normal. For outsiders, they’re confusing.

Using jargon is fine — if your listener understands it. Otherwise, it’s better
to explain or avoid. Example:

You say: “Let’s sync on the OKRs by COB.”

They hear: “Let’s... something... something... letters?”

Better: “Let’s have a quick meeting about our goals by the end of the

29

day.

3. Lack of Active Listening

Communication 1s not only about speaking — it’s about listening. Many
people listen to reply, not to understand. They interrupt, look at their phones, or
mentally plan their own answer. This leads to missed details and
misunderstandings.

Active listening means focusing fully, using eye contact, nodding, and
summarizing. For example:

“So, if I understood you correctly, you need me to update the budget and
send it by Friday?”

This simple question can save hours of confusion.

4. Non-Verbal Miscommunication

Words are only one part of communication. In fact, research suggests that
over 60% of our communication is non-verbal — body language, gestures, facial
expressions, tone of voice.

Imagine this situation:

Manager says: “Great job”

But they say it with a flat tone, no smile, and folded arms.

Does the employee feel appreciated? Or criticized?



That’s the danger of inconsistent messages. The words say one thing, but the
body says another. Good communicators align their tone, posture, and gestures
with their message.

5. Cultural Differences

In international teams, cultural misunderstanding is a serious challenge.

Communication styles vary across cultures:

Culture Style Example

Germany Direct: “This isn’t good enough.”

Japan Indirect: “Perhaps we could improve it.”
USA Positive, informal: “Looks good!”

UK Polite understatement: “Not bad.”

Without cultural awareness, employees can misread each other’s tone and
intentions. Example: a British manager says “That’s quite interesting” — intending
a neutral or negative tone; a non-native speaker hears this and thinks: “They love
my idea!”

Misreading tone creates false expectations. That’s why global teams need
cultural intelligence — the ability to understand how culture affects
communication.

6. Over-Communication or Under-Communication
Sometimes communication fails not because of what 1s said, but because of how
much is said.

o Over-communicators send long emails full of irrelevant information. The
main point gets lost.

o Under-communicators give no context, no updates, no follow-up. People are
left confused.

Balanced communication means giving enough detail to be clear, but not so
much that your audience feels overwhelmed.

7. Tools and Technology Problems



Today, we rely heavily on digital tools — Zoom, Slack, Teams, WhatsApp.
But these tools can create new problems:
o Poor internet = broken calls
o Wrong tone in text = cold or aggressive messages
o Missed emails = deadlines lost
When using technology, always consider tone, audience, and urgency.

Add greetings and closings.

Use clear subject lines.

Confirm receipt when needed.

8. Case Study: The Missed Presentation

A team at a London-based company was working on a presentation for a
client in Japan. The project manager said in an email:

“Let’s have the slides finalized soon so I can send them.”

The designer assumed “soon” meant by the end of the week. The manager
expected them in 24 hours. No deadline was written.

Result: the presentation was late, the client was unhappy, and the designer
blamed the manager for not being clear.

A short phrase like “by Thursday, 5 p.m.” would have avoided the issue.

9. How to Fix and Prevent Communication Breakdowns
Use clear, direct language

Give specific instructions and deadlines

Avoid or explain jargon

Listen actively and confirm understanding

Be aware of tone, body language, and cultural style
Adapt your message to your audience

And finally, don’t be afraid to ask:

“Could you clarify what you mean?”
o “When exactly do you need it?”

“Did I understand you correctly?”



Communication is not a talent — it’s a skill. The more you practice, the better

your team will function. When people understand each other, work flows,

relationships improve, and results follow.

COMPREHENSION TASKS

Exercise 1. Answer the questions:

1. What is a communication breakdown?
Why is using vague language a problem in the workplace?
Give two examples of business jargon mentioned in the text.

What is active listening, and why is it important?

[V I NS B\

Describe a situation when non-verbal communication sends a
different message than words.

6. How can cultural differences affect communication style?

7. What is the danger of over-communication?

8. What happened in the “Missed Presentation” case study?

9. Name three ways to prevent communication breakdown.

10.Why is it helpful to repeat what someone says in your own words?

Exercise 2. True or False?

1.

A A o

Communication breakdown only happens when someone is rude.
Technical jargon can confuse people from other departments.

Active listening includes interrupting the speaker when you disagree.
Non-verbal signals like tone and body language don’t really matter.
Saying “ASAP” is a good example of clear communication.

In some cultures, indirect feedback is more polite than direct feedback.
Long emails always make communication clearer.

Using clear subject lines helps improve email communication.

The case study shows that clear deadlines are necessary.

10.Communication is a skill that can be developed.



ACTIVE VOCABULARY: COMMUNICATION

Term Meaning Translation
Giving full
o attention and AKTHBHE
Active listening _
showing CIIyXaHHS
understanding

Having more than

_ _ J{Bo3HauHMiA /
Ambiguous one meaning; not
HESICHUN
clear
Something
Assumption accepted without I[lpunymieHus
proof or discussion
Non-verbal signals _
Body language . Mosga Tina
using the body
A short meeting to
Briefing give or get IncTpyKTax
information
Making something
Clarification clearer or easier to  YTOYHEHHS
understand
_ Working together .
Collaboration _ CmiBnpans
to achieve a goal
o When a message 1s
Communication [Topymenns
not understood as o
breakdown KOMYHIKaIlii

intended

Example

Active listening
helps build trust with

clients.

The instructions were
ambiguous and caused

delays.

Don’t make assumptions

— ask directly.

His body language
showed that he

disagreed.

We had a quick morning

briefing before the

presentation.

Can I ask for

clarification about the

budget plan?

Good communication is

essential for

collaboration.

The mistake happened

because of a
communication

breakdown.
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Term Meaning Translation Example

A specific time by
KinueBuit  Please meet the deadline
Deadline which something
TEPMIH by 5 p.m.
must be done

Doing things well

Clear instructions
Efficiency without wasting  EdexTuBHICcTH
_ improve efficiency.
time

Opinions or

reactions to 3BopotHuit [ appreciate your honest
Feedback
someone’s work or 3B’SI30K feedback on my report.
ideas
Steps or directions
_ . . The manager gave clear
Instructions given to complete  [HcTpykiii
written instructions.
a task
Special terms used Avoid using marketing
Jargon in a specific Kapron jargon in front of the
profession finance team.
The information
. _ The message wasn't
Message being [ToBiomMeHHS
_ received clearly.
communicated
When information There was
_ o . Henpasunsna
Miscommunication 1s wrongly miscommunication about
nepenaya
understood the price.
A failure to
We had a
. . understand _
Misunderstanding . Henoposyminnst misunderstanding about
something
the delivery time.
correctly

Overcommunication Giving too much Hanmipua ~ Overcommunication can

11



Term Meaning Translation Example

or unnecessary = KOMYHIKalisa  be just as confusing as

information silence.
o The person who Make sure the recipient
Recipient _ OnepxyBau
receives a message understands the request.
Good communication
_ Trustworthy, _
Reliable Hanitiamit helps create a reliable
dependable
team.
The person who The sender didn’t
Sender gives or sends a  BianpaBuuk include a subject line in
message the email.
_ Clearly defined or Give specific tasks and
Specific S KonkpeTnuit
identified deadlines.

To verify or check
Please confirm the

To confirm something is [linTBepaUTH
meeting time by email.

correct

To stress or
I want to emphasize the

To emphasize highlight Haronocutn
. importance of clarity.
something
To stop someone Please don’t interrupt
To interrupt from speaking [lepebuBatu  the speaker during the
before they finish meeting.
To restate
o Let me paraphrase to be
To paraphrase something in your IlepedpasyBatu
sure I understood.
own words

The emotion or
Her tone of voice

Tone of voice attitude in your Ton romnocy
sounded aggressive.

speaking voice

12



Term Meaning Translation Example

o The problem happened
Not giving enough Henocratus

Undercommunication due to
information KOMYHIKaIIis
undercommunication.
Not specific or Saying "soon" is too
Vague PozmimBuactuit
clear vague — give a deadline.

. The verbal agreement
Spoken, using

Verbal VYcuuit was followed by a
words
contract.
_ Communication Use written
Written . [TucemoBa
o by email, message, ~ communication to avoid
communication KOMYHIKaI[11

report, etc. misunderstandings.
VOCABULARY PRACTICE

Exercise 1. Match the term to its definition:

A. Terms B. Definitions

1. Miscommunication a. Saying something in a different, clearer way
2. Jargon b. A time limit for finishing something

3. Paraphrase c. Wrongly received or sent information

4. Collaboration d. Giving feedback through facial expression
5. Clarification e. Teamwork to achieve a shared goal

6. Active listening f. Professional slang or technical vocabulary
7. Tone of voice g. The sound/attitude in spoken words

8. Deadline h. Asking to explain something more clearly
9. Assumption 1. Listening fully and showing understanding
10. Non-verbal communication j. Believing something without checking

13



A. Terms B. Definitions

11. Undercommunication k. Not sharing enough information

12. Feedback 1. Opinion or reaction about work

13. Specific m. Exact and detailed

14. Reliable n. Someone or something you can count on
15. Written communication 0. Messages via email, reports, or text

Exercise 2. Complete the sentences with the words from the box below. Use

each word only once:

communication breakdown — reliable — paraphrase — vague — feedback — tone of
voice — deadline — assumptions — specific — collaboration — written communication
— clarify — active listening — jargon — miscommunication — non-verbal — confirm —

instruction — undercommunication — body language

1. A happened because no one shared the new time.
2. He’sa team member — always delivers on time.
3. Letme what I said in simpler terms.

4. “ASAP” is too — please give a clear time.

5. After the meeting, she sent detailed in an email.
6. Your sounded angry — are you upset?

7. The for this task is Friday at noon.

8. Never make when working across cultures.

9. We need more examples, not general ideas.
10.Good projects require open between departments.
11.1 prefer to avoid confusion.

12.Please if you’re attending the webinar.

13.Can you the difference between Plan A and Plan B?
14.Use less in your report — it’s not clear to others.
15.1 practice by summarizing what I hear.

14




16.There was because the email had no subject.

17.

signals like eye contact are often ignored.

18.His showed that he disagreed, even if he didn’t say it.

19.She gave great on how to improve the proposal.

20.The 1ssue came from —no one updated the team.

Exercise 3. Match each term with a synonym or its explanation:

Term Meaning

1. Ambiguous a. Unclear or has more than one meaning
2. Feedback b. Opinion or evaluation

3. Clarity c. Make something clear

4. Assumption d. Guess without proof

5. Reliable e. You can depend on it

6. Deadline f. Final time to complete something

7. Jargon g. Technical language

8. Confirm h. Check or verify

9. Non-verbal 1. Not spoken, but through gestures etc.
10. Collaboration j. Working together

Exercise 4. Find and correct the vocabulary-related mistakes:

1.

We had a big misscommunication in the meeting.

. The jargons in your message were confusing.
. He assumed that she will come, and didn’t send details.
. Please confirmed the meeting by 10 a.m.

2
3
4
5.
6
7
8

His body languages made me feel uncomfortable.

. That was a very ambiguoused sentence.
. You didn’t give any specific — what exactly do you want?

. He’s not very reliable person in stressful situations.

15



Exercise 5. Translate into Ukrainian:

1. The deadline was missed due to poor communication.
Can you clarify your request, please?
We need your written confirmation by Tuesday.
Don’t use so much jargon in your presentation.
Her tone of voice was confusing.
I made the assumption that the meeting was canceled.
Clear instructions improve productivity.

There was a communication breakdown between sales and design.

A S A o

We require collaboration across all departments.

10.Active listening is a key leadership skill.

Exercise 6. Write original business-related sentences using the following

words:
Example: We missed the shipping deadline because the supplier was unclear.
1. feedback
. deadline
. vague
. collaboration

. clarification

2

3

4

5

6. paraphrase
7. assumption

8. reliable

9. communication breakdown

10.active listening

Exercise 7. Mini-Dialogues. Fill in the gaps with active vocabulary:
Dialogue 1:
A: 1 didn’t understand the task. Can you give more ?

B: Sure. You need to summarize the report and email it by 3 p.m.

16



Dialogue 2:

A: There was a serious last week.
B: Yes, because no one gave proper about the client’s expectations.
Dialogue 3:

A: Your email was a bit

B: Sorry. I’ll send a more version right now.

Exercise 8. Group Discussion Prompts. Answer the questions using target
words in your answers:

1. Describe a real or imagined situation when communication failed.

2. How can teams ensure their written communication is clear?

3. Why is active listening hard in online meetings?

4. Do you prefer verbal or written communication at work? Why?

5

. How can tone of voice affect business relationships?

GRAMMAR FOCUS: PRESENT SIMPLE VS PRESENT CONTINUOUS
IN BUSINESS COMMUNICATION
1. EXPLANATION: WHEN TO USE EACH TENSE

Tense Use Example (Business context)
- peryJisipHi Ail, pyTUHH
Present _ I check emails every morning.
- po3kitaa/rpadik
Simple The meeting starts at 10 a.m.

- hakTH, IpaBuIa

- 1Iii, 110 B110yBaOThCA
['m writing a report now.

Present npsiMo 3apa3s
She’s working on a new project
Continuous - THMYACOBi IpouecH y
. this week.
nporpeci

17



2. SIGNAL WORDS / TIME MARKERS

Present Simple
always, often, every day
usually, sometimes, never

on Mondays, at 9 a.m.

3. FORMATION RULES

Present Simple:

Present Continuous
now, right now, at the moment
currently, this week, today

while, still

[Subject] + [base verb] / +s/es for he/she/it

o I send emails every day.

e She leads the team.

o They don’t understand the plan.

o Does he work remotely?

Present Continuous:
[Subject] + am/is/are + [verb+ing]

o I am calling the supplier now.

o He is not responding to the message.

o Are they joining the meeting?

4. BUSINESS CONTEXT COMPARISON

Present Simple
We usually have meetings at 9 a.m.

She writes monthly reports.

I check the project status every day.

The team works in the London office.

Present Continuous
We are having a meeting now.
She is writing the report at the moment.

I am checking the report for errors right

now.

The team is working remotely this

week.

18



GRAMMAR PRACTICE

Exercise 1. Choose the correct tense (Present Simple or Present Continuous):
1. Tusually (check / am checking) my inbox before 9 a.m.

She (has / is having) a meeting with a client right now.

They (work / are working) from home this week.

Our manager always (gives / is giving) clear instructions.

Look! He (talks / is talking) to the CEO.

We (have / are having) daily stand-ups every morning.

I (write / am writing) a report at the moment.

The assistant (books / is booking) flights every Friday.

0 =N kWD

Listen! They (discuss / are discussing) the new strategy.

10.She often (speaks / is speaking) at conferences.

Exercise 2. Fill in the blanks with verbs in correct tense form (Present Simple

or Present Continuous):

check, meet, prepare, call, send, organize, have, work, reply, lead

1. 1 the client now. (phone call)

2. She usually to emails within 1 hour.

3. Our HR manager interviews this week.

4. They a new marketing campaign today.

5. We with suppliers every Friday.

6. He the sales team for the new project.

7.1 a report on employee performance.

8. The secretary the documents at the moment.

9. Our company remote employees in 4 countries.
10.My colleague lunch right now.

19



Exercise 3. Find and correct the mistakes:
1. She working on the invoice right now.
We has a presentation every Monday.
He don’t usually arrive on time.
I am often checking the reports in the morning.
The team are prepare the slides.
Does he working from home today?

I write the budget now.

©® XS s w D

They checks the system weekly.

Exercise 4. Translate into English using Present Simple or Present
Continuous:
1. S 3apa3 nuiny JucTa KIi€HTY.
Bona 3a3Buuaii npuxoauts Ha poooTy o 8:30.
Mu 00roBopro€EMO HOBY Yrojy IpsiMO 3apas.
BoHu yacTo npamioTh HajJl MI>KHAPOJIHUMH MPOEKTAMHU.
Cexperap rotrye JOKyMEHTH B LII0 XBUJIMHY.
KoMmanja 3a3Bruyaii 3ycTpidyaerbes 1o cepeax.

Sl He mpalroro ChbOroAH1 — S Y BIAMYCTIII.

® NSk w D

Bu 3apa3 roBopute 3 MeHeKEpOM?

Exercise S. Mini-dialogues. Fill in the gaps with the correct tense:
Dialogue 1:
A: What (you/do) right now?

B: 1 (prepare) a summary for the board meeting.
Dialogue 2:

A: (he/work) from the office this week?

B: No, he usually (work) remotely, and today is no different.

20



Dialogue 3:

A: When (they/have) their regular meetings?

B: They always (meet) on Thursdays.

GRAMMAR TEST: PRESENT SIMPLE VS PRESENT CONTINUOUS

Choose the correct form of the verb in each sentence. Only one correct option

per question:

1.

Our team usually new clients on Mondays.
a) is meeting
b) meets

c) meeting

A an urgent report for my manager right now.

a) prepare
b) prepares

c) am preparing

. The CEO to the whole company once a month.

a) is speaking
b) speaks
c) speak

. Look! She with a client on the phone.

a) talks
b) is talking
c) talk

. We the marketing campaign this week.

a) are launching
b) launch

c) launched

. They usually lunch at 1 p.m.

21



a) are having
b) has
c) have
7.Rightnow,I  the feedback document.
a) write
b) am writing
c) writes
8. TheITteam  the servers every Friday.
a) checks
b) is checking
c¢) check
9.He  the product demo with the client now.
a) does
b) do
c) is doing
10. Our company  over 200 people.
a) employs
b) is employing
c) employ

BUSINESS SIMULATION: FIX THE BREAKDOWN

Format: Pairs or groups of 3
Scenario: Lost in Communication
Your company is working on a client presentation. A miscommunication between
the Project Manager and the Designer has caused delays. The client is unhappy,
the team is confused, and nobody knows who was supposed to do what, and by
when. Your goal is to identify the breakdown, assign responsibility without
blaming, and write a short action plan to move forward.
Roles:

1. Project Manager (PM)

22



o Thinks they gave clear instructions
o Feels stressed by the client’s complaint
o Wants to finish the project quickly
2. Designer
o Believed the task was due next week, not today
o Didn’t understand the feedback
o Confused by the PM’s vague email
3. Team Leader / Mediator (optional third role)
o Neutral party
o Helps clarify both sides

o Makes sure the team gets back on track

Miscommunication email (sent by pm to designer):

Subject: Design Fixes

Hey,

Can you just handle the slides ASAP? Also, the client wants it tighter and cleaner.
We’ll talk soon.

What’s wrong?
o Vague deadline (“ASAP”)
o Vague task (“handle”, “tighter”, “cleaner”)

« No follow-up or confirmation

Step-by-Step Instructions:
Step 1 — Problem Analysis (10 min)
In pairs/groups:
« Read the email and discuss:
o What information is missing?
o Which words could be misunderstood?

o What grammar/language could be more precise?

23



Step 2 — Role-play the conflict (10—15 min)
Use the roles above. Speak as if this is a real office situation.

Useful language for clarification:
Expression Translation =

. Jl03BOIb YTOYHWMTH, LIO0 s MaB Ha
“Let me clarify what [ meant...” .
yBasl...

. MoxkeMO JOMOBUTUCH IPO  YITKHIi
“Can we agree on a clear deadline?”
nennans?

. Bubau, s mymas, 1o 1me Ha HACTYITHHM
“Sorry, I thought it was due next week.”
THXKJICHb.

“What exactly do you mean by ‘cleaner’?” I1lo T Mael Ha yBasi MiJl «4UCTIIIE)?

_ . . Hactrynnoro pasy, Oyap jacka, MHIIH
“Next time, please write the deadline.” .
TEPMIHHU.

" Grammar in use: Encourage Present Simple for routines (/ usually write clear

emails) and Present Continuous for current action (/ 'm fixing the slides now).

Step 3 — Write a Group Action Plan (10 min)

Write a short plan with:
o Who is doing what
o Clear tasks
o Clear deadline

o Confirmation method (e.g., written email)

Debriefing Questions (Group Discussion)
1. What caused the breakdown in this case?
2. How did you feel in your role?

3. What helped resolve the conflict?
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4. What phrases were useful to clarify things?

5. How can you prevent such issues in real life?

SPEAKING PRACTICE

A. Mini-dialogue role-plays dealing with misunderstandings

Scenario 1: Confusing Instructions

Role A: You’re a manager. You asked your colleague to “finalize the document
ASAP”. You’re surprised it’s not ready.

Role B: You thought ASAP meant “by end of day”. Ask for clarification.

Key phrases:
English Phrase Ukrainian Translation

_ MoskeTe yTOYHUTH, IO BU Malid HA
“Could you clarify what you meant by...” o
yBasl mix...?
“I understood it as...” S 3po3ymiB(1a) 1€ SK...

_ - HacTtynsoro pa3y 10MOBHMOCH IIPO
“Next time, let’s agree on a deadline.” .
TEPMIH.

Scenario 2: Body Language Mismatch
Role A: You told a colleague “Great job” — but your body language (arms crossed,
no smile) confused them.

Role B: You feel unsure if you did well. Ask for real feedback.

Key phrases:
o “Your tone made me feel uncertain.”
“Was it really OK, or are there things to improve?”

« “Sorry, I didn’t realize how I sounded.”
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Scenario 3: Misunderstood Email
Role A: You sent a short email with minimal detail.

Role B: You didn’t understand the task. Try to clarify before you start.

B. Discussion questions (in small groups or pairs):
1. Have you ever experienced a communication breakdown at school or work?
What happened?
2. What do you think is more dangerous — saying too much or too little? Why?
3. Do you prefer written or verbal instructions? Why?
4. What helps you understand foreign colleagues better — tone, words, body
language?

5. What can companies do to improve communication across departments?

C. Business interview activity (in pairs):
One student is a hiring manager, the other is a new employee.
Topic: “How We Communicate in Our Team”
Manager asks:
« How do you prefer to receive feedback?
o What would you do if you didn’t understand an instruction?

o Do you think body language matters in online meetings?

D. Express your opinion (mini-debate)

Statement:

“Most communication problems happen because people don’t listen.”
o Do you agree or disagree? Why?
o Give examples from experience.
o Use at least 5 vocabulary words from the unit (e.g., assumption,

clarification, feedback...)
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E. Useful functional phrases for speaking tasks

Purpose Phrase Translation =
Asking for “Sorry, what exactly do ~ Bu0au, o came i Maenn Ha
clarification you mean?” yBa3i?
_ “Let me put it another _
Rephrasing J103BOJIb CKa3aTH MO-1HIIOMY .
way.”
Confirming “So you need it by Friday, To6To0, T001 noTpi6HO 11€ 10
understanding right?” I’ ITHUL1?
Avoiding “Just to be sure, can | [IpocTo 11006 yTOUYHUTH, MOKHA 5
assumptions check...” nepeBipio...”?
_ . “I see. Thanks for .
Responding politely o Posymiro. JIsiKyto 3a MOSCHEHHS.
explaining.”

WRITING PRACTICE: HOW TO WRITE A CV

(Presenting your professional experience clearly and effectively)

1. CV Structure: What to Include

A professional CV usually contains the following sections:

1.

NSk w DD

Contact Information

Professional Summary / Objective (2—3 lines)
Work Experience

Education

Skills

Languages

(Optional) Certifications / Courses / Awards

2. CV Example (Model)

Name: Anna Kovalenko

Phone: +380 67 123 4567
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Email: anna.kovalenko@email.com
LinkedIn: linkedin.com/in/anna-kovalenko
Professional Summary:
Motivated and reliable marketing assistant with 2+ years of experience in content
creation, digital campaigns, and social media. Currently seeking to grow in an
international business environment.
Work Experience:
Marketing Assistant
ABC Digital Agency, Kyiv | March 2022 — Present
« Managed social media content (Instagram, LinkedIn)
« Assisted in planning and executing online campaigns
o Prepared monthly performance reports using Google Analytics
Sales Intern
TechNova Group, Kyiv | Summer 2021
« Supported the sales team with lead research
o Updated CRM system and tracked email campaigns
Education:
Bachelor’s Degree in Marketing
Taras Shevchenko National University, Kyiv (2018-2022)
Skills:
« Social Media Management
o Google Docs & Slides
o Time Management
o Team Communication
Languages:
o Ukrainian — native
o English — upper-intermediate

e Polish — basic
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3. Writing Task
Write your own 1-page CV in English using the model above. Use real or fictional
details (if needed).
Instructions:
« Use a clean structure
« Keep your sentences short and factual
« Use action verbs: managed, created, assisted, analyzed, supported, prepared

« Be consistent with verb tenses (e.g. present or past)

4. CV Peer Review Checklist (in class or homework)
Question v Yes/ X No

Is the contact information complete and professional?
Is there a short, clear objective/summary?

Are job titles, dates, and duties included?

Is the grammar correct? (Present Simple/Past Simple)
Are the verbs active and professional?

Is the format clean and easy to read?

Is it 1 page or less?

Are there spelling mistakes?

5. Useful Vocabulary for Writing a CV

Verb (past or present) Translation
manage(d) KepyBaTu
assist(ed) J0TIOMaraTu
support(ed) MiITPUMYBaTH
organize(d) OpraHi30BYBaTH
prepare(d) roTyBaTu
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Verb (past or present)
lead / led

create(d)

analyze(d)

update(d)

coordinate(d)

Translation
O0YOJIFOBATH

CTBOPIOBATH
aHai3yBaTU
OHOBITIOBATH

KOOpAWMHYBATH
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UNIT 2: INTERNATIONAL MARKETING
TEXT: GLOBAL BRANDS AND LOCAL MARKETS

In today’s connected world, people in almost every country drink Coca-
Cola, use Google, and wear Nike. Global brands are part of everyday life — and
international marketing is what helps them succeed across borders. But selling the
same product everywhere isn’t as easy as it sounds.

A brand that works in the U.S. might not automatically succeed in India,
Brazil, or Japan. Why? Because customers around the world have different values,
needs, and expectations. International marketing is not just about translating ads.
It’s about understanding local markets — and adapting your message, product, or
pricing to each one.

1. Think Global, Act Local

Successful global companies know they need to balance consistency with
flexibility. This means keeping the brand image strong and clear, while adapting to
local culture.

For example, McDonald’s offers the same golden arches and friendly
service worldwide — but the menu changes. In India, you’ll find the McAloo Tikki
burger, made without beef, to match local eating habits. In Japan, McDonald’s
offers teriyaki burgers and shrimp nuggets. This is called localization — adapting
products and promotions to fit a particular country.

Another example is Starbucks. The company uses the same logo and
overall brand experience globally, but stores in China often include larger tables
and spaces for groups — to reflect local social customs. The drinks menu may
include regional teas and desserts. The message is clear: we respect your culture.

2. Cultural Sensitivity Matters

International marketers must study more than language. They must also
understand cultural meaning. A color, image, or word that is positive in one

country may be negative or even offensive in another.
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For instance, in Western cultures, white often symbolizes purity. But in
some Asian cultures, white is connected to mourning. A perfume brand that uses
white flowers on the packaging in France might consider changing it for the
Chinese market.

Even humor can be risky. A joke that works in the UK might confuse people
in Germany or offend customers in the Middle East. This is why companies test
campaigns carefully before launch.

3. Pricing and Positioning

Another important element of international marketing is pricing strategy. In
some countries, customers are highly price-sensitive. In others, brand image
matters more than cost.

Apple is a great example. Its products are priced high in almost all markets.
But the brand is positioned as premium and aspirational. In contrast, companies
like Xiaomi or Realme focus on affordability and value — especially in emerging
markets like India or Southeast Asia.

Marketers must also consider local taxes, import duties, and distribution
costs. A product may become more expensive in one country simply due to
logistics or government policy. That’s why pricing isn’t “one-size-fits-all”.

4. Marketing Channels and Social Media

Where you advertise also depends on location. In the U.S. and Europe, email
marketing and Google ads are common. But in China, Google and Facebook are
blocked — so marketers use WeChat, Weibo, or local influencers. In Russia,
VKontakte and Telegram are popular. In Africa, SMS marketing is still strong.

Many brands work with local influencers, called “KOLs” (Key Opinion
Leaders), to connect with younger audiences. A food brand in Brazil might work
with a local TikTok star; a fashion brand in the UAE might use Instagram
influencers who understand local fashion norms.

5. Conclusion: Global vs Local — It’s Not a Choice

International marketing is all about finding the right balance between global

identity and local connection. Companies that succeed globally do not copy and
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paste one campaign across 100 countries. They research, test, adapt, and listen to
the market.

In short, international marketing is not just translation — it’s transformation.
What works in Paris might fail in Tokyo, and what succeeds in Nairobi may look
strange in Toronto. Smart marketers know this — and they build strategies that

speak both globally and locally.

ACTIVE VOCABULARY: INTERNATIONAL MARKETING

Term Meaning
to change to fit new
adapt -
conditions
not expensive, easy to
affordable
buy
o desired or admired by
aspirational

customers

how customers see a

brand image
brand

when customers

brand loyalty  continue to buy the
same brand
. organized marketing
campaign o
activity
. keeping something the
consistency

same across situations

peKIaMHa KaMIlaHis

Translation Example
The product was
aJanTyBaTU adapted for local
taste.
Xiaomi phones are
JNOCTYTTHUI affordable for many
consumers.
Luxury brands use
MPECTUKHUM, o
aspirational
OaxaHuM .
marketing.

o The brand image must
IM1K OpeHTy -
be clear and positive.

Brand loyalty is
JIOSUTBHICTD J10
strong in the luxury
Openny
segment.

The new campaign
will start in five

countries.

Brand consistency is

MOCI1IOBHICTh

important in all
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Term Meaning

cultural awareness and respect
sensitivity  for different cultures
customer what clients hope or
expectation expect from a product
distribution expenses for
costs delivering goods
_ a fast-developing
emerging .
economy with
market _
growing demand
o ability to change or
flexibility _
adapt easily
a brand known in
global brand

many countries

. _ taxes on foreign
import duties
products

a person with social

influencer  media power to affect
buyers
international ~ promoting products

Translation

KyJbTypHa

YYyTIUBICTb

OUIKYBaHHS KJII€HTa

BUTpPATH Ha

JTUCTPUOYIIITO

PHHOK, 110

PO3BUBAETHCS

THYYKICTh

rJ100aIbHUNA

OpeHz

MUTa Ha IMIOPT

1H}IIOEHCEp

MDKHApOHUN

Example
regions.
Marketing teams must
show cultural
sensitivity.
Customer
expectations differ
from country to

country.

We calculated the
distribution costs for

Africa.

Vietnam is an
important emerging
market.

We need flexibility
when entering new
markets.
Coca-Cola is a global
brand recognized
worldwide.
High import duties
raise the final product
price.

We hired a local
influencer to promote

our brand.

International
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Term Meaning
marketing across different
countries
KOL (Key . .
. expert or influencer in
Opinion _
a specific market
Leader)

the target customers in
local market  a specific region or

country

modifying a product

localization
to match local needs
o the movement and
logistics _
delivery of goods
the way a brand
messaging communicates its
values and offers
offensive  upsetting or insulting

. one solution used for
“one-size-fits-

everyone (usually
all”

negative)

how a brand 1s

positioning presented to the
market
premium  high-quality and high-
(product) price item

Translation

MapKETUHT

KJIFOUOBHM JTiAEP

JTyMOK

MICIIEBUM PUHOK

JIOKa13ars

JIOT1ICTHUKA

MCCCIXKHHT

(MapKEeTUHT OBHIA)

00pa3nuBuUi

«OJIUH JUIA BCIX»

(yHi(pikoBaHUI)

MO3ULII0HYBaHHS

npeMiaJIbHUH

(ToBap)

Example
marketing requires

cultural awareness.

KOLs help us build
trust with local

consumers.

We adjusted the ad
campaign for the

Indian local market.

Menu localization
helped McDonald's in

India.

Logistics challenges
slowed the rollout in
Asia.

The campaign’s
messaging focused on

sustainability.

That ad was offensive

1n some cultures.

This pricing model is

not one-size-fits-all.

Their positioning
focuses on innovation
and quality.
Apple is positioned as

a premium brand.
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Term Meaning Translation Example

We need a new
o the way a company . . o
pricing strategy I[IHOBa CTpaTeris  pricing strategy for
decides product prices
Eastern Europe.

introducing a new The product launch in
product launch 3aMyCK MPOAYKTY .
product to the market Brazil was a success.
We promoted the

websites and apps for
social media . o comianbHi Mepexi  product on social
online communication _
media.

Teens are the target
_ the people a company .
target audience [IJIbOBA ayUTOPIs audience for this
wants to reach

product.
. We tested the
test the try a marketing plan MPOTECTYBAaTH o
. ) campaign in two
campaign before full launch KaMIIaHii0
small markets first.
VOCABUALRY PRACTICE

Exercise 1. Match the term to its definition:

Terms: Definitions:
1. Localization A. A series of planned marketing actions
2. Distribution costs B. Person with authority or influence in a

specific market

3. Premium product C. How much customers respect and continue
to choose a brand

4. Emerging market D. A market in a developing economy with fast
growth

5. KOL (Key Opinion Leader) E. The cost of getting products to stores or

customers
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6. Brand loyalty F. Adjusting marketing to local culture

7. Campaign G. Awareness of cultural differences

8. Pricing strategy H. Expensive, high-status product

9. Cultural sensitivity I. Associated with prestige or higher class
10. Aspirational J. Method for setting product prices

Exercise 2. Fill in the blanks with the words form the box below. Use each

word only once:

localization, flexible, distribution costs, influencer, social media, emerging
markets, adapt, premium, loyalty, messaging, logistics, target audience, pricing
strategy, import duties, aspirational, global brand, campaign, KOL, product

launch, consistency

1. We hired a fashion to promote the new spring collection.
2. The will take place in five countries next month.
3. Brand helps keep customers coming back.

4. Apple’s puts it in the luxury category.

5. Our must speak to middle-class families.

6. The across Europe helped build strong awareness.
7. In like Vietnam, price sensitivity is high.

8. We need to our menu for vegetarian preferences.
9. Customers want in service, design, and tone.
10.Shipping delays increased our last quarter.

11.A strong campaign on Instagram boosted sales.

12.TikTok stars are often used as modern

13.High made the product too expensive to import.
14.0ur 1s based on value-for-money perception.
15.Luxury brands focus on the lifestyle.
16.Cultural is essential when designing ads.
17.Netflix’s in Poland was very successful.
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18.A like Coca-Cola is recognized almost everywhere.
19.We’ll contact a to reach our Gen Z buyers.
20.Poor caused late deliveries in South America.

Exercise 3. Translate into UKrainian:

1. Global brands must adapt their marketing to local cultures.

[V I SN VS I\

The campaign was too generic and didn’t reach the target audience.
She works as a KOL in the health and beauty industry.
Our pricing strategy failed due to high import duties.

Influencer marketing is powerful on social media.

Exercise 4. Collocations. Match parts of common collocations from the unit.

Translate them:

A

product
brand
cultural
pricing
global
target
distribution
marketing
local

logistics

B

costs
problems
launch
identity
strategy
campaign
sensitivity
influencer
audience

loyalty
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Exercise 5. True or False? Read the sentence and decide if it uses the bold

word correctly:

l. / X The company localized its product by using cheaper materials.

2. / X AKOL is usually someone unknown to the audience.

3. / X An emerging market is a well-developed economy.

4. / X Import duties make foreign products cheaper.

5. /X Premium products are low-cost and budget-friendly.

/ X Cultural sensitivity helps brands avoid offending people.

/ X Social media is not important for modern international marketing.

/ X Brand loyalty means switching brands frequently.

A S

/ X Distribution costs are part of logistics.

10.84 / X The target audience is the group you’re not selling to.

Exercise 6. Complete the dialogue with appropriate words:

Context: A marketing team is planning a new campaign

A: Who exactly is our for this product?

B: Mostly young professionals in urban areas.

A: So we need our to reflect modern lifestyles.

B: Agreed. Should we work with a or celebrity?

A:T’dsay a on Instagram would work better.

B: OK. What about — should we go low-cost or mid-range?

A: Mid-range. Let’s position it as , not luxury.

Exercise 7. Write a business-related sentence with each word:

[E—

. campaign
2. localization
3. logistics
4. premium
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5. pricing strategy
6. KOL

7.
8
9

consistency

. adapt

. target audience

10.emerging market

Exercise 8. Group Discussion Prompts. Use at least 5 vocabulary words in

your answer.

1.

2
3
4.
5

What are the challenges of launching a global product?

. How do influencers affect international marketing?

. Should brands always localize their products? Why or why not?

What’s more important — brand image or pricing strategy?

country.

. Share an example of a successful or failed marketing campaign in your

GRAMMAR FOCUS: PAST SIMPLE VS PRESENT PERFECT IN
BUSINESS COMMUNICATION

1. USAGE
Time Example
Tense Use
Reference (Business/Marketing)
Jis BimOymacs B esterday,
Past Y y g We launched the
KOHKPETHUN MOMEHT Y in 2022, last
Simple _ campaign in May.
MUHYJIOMY (3aKIHUEHA) month, etc.
Jis BinOynacs B
ever, never,
Present MHHYJIOMY, aJI€ Ma€ We have launched 3
already, yet,
Perfect pe3yabpTar y campaigns this year.
_ _ recently
TENepilHbOMY / JOCBIA
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2. TIME MARKERS AND SIGNAL WORDS

Past Simple Present Perfect
yesterday, last week ever, never

in 2019, two years ago already, just, yet

when I was... recently, so far, until now
on Monday, at 10 a.m. this week/month/year

3. FORMATION
PAST SIMPLE

[Subject] + Verb (V2 / -ed)
X Did + not + Verb (base)
? Did + Subject + Verb?
Examples:

« We launched the new product last year.

o They didn’t contact the distributor.

« Did you attend the trade show?

PRESENT PERFECT
[Subject] + have/has + V3 (past participle)
X have/has + not + V3
? Have/Has + Subject + V3?

Examples:
« We have tested the campaign in 3 countries.
o She hasn’t finished the presentation yet.

« Have you seen the new logo?
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4. USE OF PAST SIMPLE AND PRESENT PERFECT IN BUSINESS
COMMUNICATION: COMPARISON

Past Simple Present Perfect

We have launched five apps since
We launched our first app in 2020.

2020.
I worked in marketing for 2 years I have worked in marketing for 2
(past job, finished). years (still working).

. The campaign has reached 1M users
The campaign failed last quarter.

so far.
She gave a presentation last week. She has given many talks this year.
GRAMMAR PRACTICE

Exercise 1. Choose the correct tense:

1. We (launched / have launched) our campaign in Brazil last year.

2. I (worked / have worked) with three global brands since 2020.

W

The agency (created / has created) a successful social media strategy this
month.

. They (didn’t adapt / haven’t adapted) the product for the local market yet.
. (Did you test / Have you tested) the slogan with real users?

. She (met / has met) the influencer during the event in Milan.

4
5
6. The client (never responded / has never responded) to our last email.
7
8. We (ran / have run) campaigns in 12 countries so far.

9

. I (was / have been) at the trade fair last Friday.
10.The CEO (just arrived / has just arrived). Please wait.
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Exercise 2. Fill in the blanks using Past Simple or Present Perfect. Translate

the sentecnes:

launch, adapt, be, work, never try,

test, meet, visit, send, create

1. We a new logo for our Asian campaign.

2.1 the pricing model with local partners yesterday.
3. Our team five presentations this week.

4. She with that distributor for years.

5. The design team a Thai version of the app.

6. He to Japan three times this year.

7.1 the slogan yet. I'm still reviewing it.

8. They the influencer at a trade show in 2022.

9. We the product before, so it’s our first time.
10.The manager the email just now.

Exercise 3. Find and correct the mistakes:

1.

® NS w D

We have launched the campaign last month.

I didn’t visited the local store last week.

Have you ever been in a marketing summit?

She has wrote a case study for the German market.
Did you ever tried influencer marketing?

He has join the marketing department in 2019.
The team has adapted the slogan yesterday.

They didn’t ever use this design before.

Exercise 4. Translate into English using Past Simple or Present Perfect:

1. Mu mie He aganTyBaau el NPOAYKT AJisl apabChbKOrO PUHKY.

2. KammaHis crapTyBaia MUHYJIOTO THKHSL.

3. Bu konu-HeOyap mpaioBaiu 3 KUTaUCbKUMU apTHEpamMu?
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4. 4 BigBinas Ty BucTtaBky B Jlonmoni y 2021 porii.

5. Mu Bxe 3amycTuiid pekiamy B [HCTarpami.

Exercise 5. Fill in the blanks in the dialogue using the appropriate tense:
A: Have you ever worked on a global campaign?

B: Yes, | one for an Italian fashion brand in 2021.

A: Has your team finished the product testing?

B: Yes, we all tests this morning.

A: Did you send the files to the design team?

B: No, | them yet — I’m waiting for approval.

GRAMMAR TEST: PAST SIMPLE VS PRESENT PERFECT
1.We  our new marketing director last month.
a) have hired
b) hired
c) hire
d) hiring
2.She  acampaign for the Chinese market this quarter.
a) launches
b) launched
c) has launched
d) launching
3.1 this strategy many times, and it works.
a) used
b) am using
c¢) have used
d) was used
4. They  to adapt the slogan for local culture yet.
a) didn’t try
b) haven’t tried
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c¢) don’t try
d) tried
you ever worked with a global agency?
a) Were
b) Did
c) Have
d) Do
.He  anew visual identity in 2020.
a) created
b) has created
c) had created
d) is creating
.We  all social media accounts just now.
a) are updating
b) updated
c¢) have updated
d) will update
.1 to Brazil for business three times.
a) was
b) have been
c) have gone
d) go
.Oursales  20% last quarter.
a) increased
b) have increased
c) increase
d) were increasing
10. Theteam  the feedback report already.
a) has prepared
b) prepared
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c) prepares
d) is preparing
11. We  that ad idea two years ago.
a) rejected
b) have rejected
c) rejecting
d) rejects
12.  you sent the materials to the client yet?
a) Did
b) Do
c) Were
d) Have
13.1  that logo before — it looks familiar.
a) saw
b) have seen
c) see
d) was seeing
14. They  the contract yesterday afternoon.
a) signed
b) sign
c) have signed
d) signing
15.1  to the trade fair last year.
a) have gone
b) went
c) was going
d) gone
16. The product  really well this month.
a) sold
b) has sold
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c) was selling
d) sells
17.She  any feedback since the last meeting.
a) didn’t give
b) hasn’t given
c) doesn’t give
d) gave
18. We  our new strategy at the start of the year.
a) have launched
b) launched
¢) launching
d) were launched
19.1  the proposal, but I haven’t received a reply.
a) send
b) sending
c) sent
d) have sent
20. Haveyou  with the marketing team today?
a) meet
b) met
c) meeting

d) was meeting

SPEAKING PRACTICE

A. ROLE-PLAY SCENARIOS

Scenario 1: Marketing Manager & Local Consultant

Context: You are launching a U.S. product in South Korea

Role A (Marketing Manager): You want to keep the global image of the brand

and use the same slogans and packaging
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Role B (Local Consultant): You suggest adapting the message, packaging, and

colors to local culture and explain why

Use expressions:

“We should consider...”
“In this market, customers usually...”
2

“Let’s not forget the cultural meaning of...’

“It might be a risk if we ignore...”

Scenario 2: Brand Team Meeting — Product Launch Plan

Team Members: You’re launching a skincare line in an emerging market (e.g.,

India, Egypt, Vietnam).

Discuss:

Which platforms to use (TikTok, Instagram, TV, etc.)
Whether to use local influencers or not
Pricing and positioning (premium or affordable)

Possible cultural risks (e.g., colors, packaging, language)

Goal: Reach an agreement on strategy.

B. GROUP DISCUSSION TOPICS

Form groups of 3—4 students. Use at least 5 target words from the vocabulary list.

Topics:

1.
2.
3.

What makes a global brand successful in different countries?

Should all marketing be localized? Why or why not?

Discuss an example of a campaign that failed due to cultural mistakes.
Would you trust an international brand promoted by a local influencer?
Why?

How is social media changing international marketing?
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C. MINI-DEBATE: LOCALIZATION IS MORE IMPORTANT THAN
GLOBAL CONSISTENCY
Team A: Support the statement.
Team B: Oppose the statement.
Use phrases:
e “Onone hand...”
« “However, in global branding...”
o “Research shows that...”

« “It depends on the market, but...”

D. INTERVIEW SIMULATION
In pairs: One is a journalist, the other — marketing director of an international
brand.
Ask and answer these questions:
o What is your strategy for adapting to new markets?
« Have you worked with local influencers?
o How do you test your message before launching globally?

o What was your biggest marketing mistake or lesson?

E. USEFUL SPEAKING PHRASES (MARKETING ENGLISH)

Purpose Phrase

Giving opinion “I believe localization builds trust.”
Expressing uncertainty “I’m not sure this slogan will work here.”
Suggesting “Maybe we could try a pilot campaign first.”
Agreeing “Yes, that makes perfect sense.”
Disagreeing politely “I see your point, but I think differently...”
Clarifying “Do you mean we’ll keep the same visuals?”
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WRITING A COVER LETTER

1. What is a Cover Letter?
A cover letter is a short, formal letter that introduces you to an employer and
explains why you are applying for the job. It should:
o show enthusiasm
 highlight relevant experience
« be tailored to the specific job

o complement your CV (not repeat it)

2. Standard Structure of a Cover Letter

Paragraph Content

1. Opening State the job and where you saw the ad

2. Why you Say why you're interested and a good fit

3. Skills Highlight experience, skills, and achievements
4. Ending Ask for an interview and thank the reader

3. Sample Cover Letter
Anna Kovalenko
Kyiv, Ukraine
anna.kovalenko@email.com
+380 67 123 4567
July 22, 2025
Marketing Department
Unilever Ukraine
Dear Hiring Manager,
I am writing to apply for the position of Marketing Intern advertised on

LinkedIn. I am a fourth-year Marketing student at Taras Shevchenko National
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University and I am very interested in gaining practical experience with a leading
international company like Unilever.

I am particularly drawn to your international approach to branding and
localization, and I admire your recent Dove campaign adapted for Eastern Europe.
I believe my academic background and strong motivation make me a suitable
candidate for this role.

During my studies, I have worked on several group projects involving
market research and digital campaigns. I also completed a short internship at a
local media agency, where I assisted in developing Instagram content for small
businesses. I am organized, responsible, and eager to learn from professionals.

I would welcome the opportunity to further discuss how I can contribute to
your marketing team. Thank you for considering my application.

Yours sincerely,

Anna Kovalenko

4. Writing Task

Write a 150-200 word cover letter for one of the following roles:
« Marketing Intern at Coca-Cola Ukraine
o Junior Brand Assistant at Nike Poland
« Digital Media Assistant at L’Oréal Czech Republic

Use the structure above and adapt your skills, experience, and interests.

5. Self-Check
Questions v Yes/ X No
Did you mention the specific job title and company?
Is the letter 4 paragraphs long?
Did you explain why you want the job?
Did you connect your skills to the company’s work?

Is the tone professional and polite?
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Questions v Yes/ X No

Did you use formal phrases and correct grammar?

Did you thank the reader and request an interview?

6. Useful Phrases for Cover Letters

Function Phrase

Opening I am writing to apply for...

Interest in company I admire your work in...

Strengths I believe I would be a valuable addition...
Experience I have gained experience in...

Closing I would welcome the opportunity to...
Final thanks Thank you for your time and consideration.
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UNIT 3: BUILDING RELATIONSHIPS
TEXT: THE POWER OF BUSINESS RELATIONSHIPS:
WHY WHO YOU KNOW MATTERS

In today’s competitive business world, building strong relationships is just
as important as having the right skills or qualifications. Whether you’re attending a
conference, joining a new company, or connecting on LinkedIn — your ability to
network effectively can directly influence your professional success.

We often hear the phrase “It’s not what you know, it’s who you know.”
While knowledge and talent are essential, professional relationships open doors
to new opportunities, partnerships, jobs, and clients. Good networking can help
you get hired, get promoted, or even get funding for your business idea.

1. What is Business Networking?

Networking means creating and maintaining professional connections —
both online and in person. It’s not just about collecting business cards or adding
contacts. It’s about building genuine rapport and finding mutual value in a
professional relationship.

For example, imagine you meet a marketing director at a trade fair. You talk
about trends in your industry, exchange contacts, and later follow up via email.
Two months later, that person recommends you for a freelance project. That’s
networking in action.

Networking can happen anywhere — at conferences, coffee breaks, alumni
events, company trainings, or even social media. The key is to be professional,
authentic, and helpful, not just self-promotional.

2. Building Trust and Rapport

Every strong relationship is built on trust. In a business context, this means
being reliable, transparent, and respectful. It’s important to listen actively, ask
good questions, and remember small details (like someone’s role, interests, or

recent achievements).
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Rapport is a friendly connection based on understanding and respect. For
example, showing interest in a colleague’s culture, asking how their project is
going, or congratulating them on a promotion — these small actions help build
long-term loyalty.

Many professionals say their most valuable business deals didn’t start with a
sales pitch, but with a cup of coffee and a good conversation.

3. Relationships in Global Business

When working internationally, building relationships may take more time
and cultural sensitivity. In some cultures (like Japan or the UAE), trust and
personal connection come before any deal. You may need several meetings,
dinners, or informal conversations before any business decision is made.

In other countries (like Germany or the U.S.), relationships are important but
may be more task-focused and time-efficient. Understanding these cultural
expectations can help avoid miscommunication or lost deals.

For example, sending a quick follow-up email after a meeting is common in
Western business. In contrast, in some Asian countries, building trust over time
1s more essential than written communication.

4. Follow-Up and Long-Term Maintenance

Networking doesn’t stop after the first meeting. A good professional follows
up, stays in touch, and offers help — even when they don’t need anything in return.
You might send an article that your contact would enjoy, congratulate them on a
work anniversary, or simply ask how a project turned out. These small efforts build
relationship capital, which is often more valuable than money.

LinkedIn has made it easier to stay connected professionally, but personal
messages still matter. A short, well-written message can go further than a hundred
likes.

5. Why It Matters More Than Ever

In a world full of automation, AI, and online communication, human
connection remains irreplaceable. Hiring managers don’t just look at your

resume — they also ask colleagues, review your online presence, and value
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recommendations. Likewise, many clients prefer working with someone they know

and trust, even if another option is slightly cheaper.

Strong relationships lead to:

New job opportunities

Faster promotions

Better teamwork and collaboration
More successful deals

Stronger reputations

That’s why investing in relationships is one of the smartest long-term

strategies in any career or industry.

COMPREHENSION TASKS

Exercise 1. Answer the questions:

1.

NSk w D

Why are professional relationships important in business today?

What is the difference between collecting contacts and true networking?
Give an example of how networking can lead to new opportunities.

What is “rapport” and how can you build it?

Why is trust essential in professional relationships?

Name two typical places or situations where networking can happen.

How do relationship-building styles differ between Western and Asian
cultures?

What does it mean to “follow up” after a meeting?

. What are some ways to maintain long-term business relationships?

10.How can strong relationships benefit your career?

Exercise 2. True or False?

1.
2.
3.

____ Building relationships is less important than having hard skills.

____Networking should always be about promoting yourself.

Rapport is based on respect and personal interest.

55



. Trust is only important in personal life, not in business.
. Business culture in Japan values personal connection before deals.

4
5
6.
7
8
9

____ A short personal message can be more valuable than a LinkedIn like.

. Following up after a meeting is not necessary in most countries.
. Maintaining relationships requires offering help regularly.

. Clients usually prefer working with strangers if it’s cheaper.

10. Strong professional relationships can lead to promotions and better

teamwork.
ACTIVE VOCABULARY
RELATIONSHIP BASICS

. Networking

4 T met my current employer through a networking event.

HeTtBopkiHT / BcTaHOBIIEHHS TPO(ECIMHUX 3B’ A3KIB

. Connection

4= She has strong connections in the tech industry.

3B’ 430K / 3HAHOMCTBO

. Trust

4= Trust takes time to build but seconds to break.

JHogipa

Rapport

4 The manager quickly built rapport with the new team.
B3aemMopo3yMiHHS, TO3UTUBHUI KOHTAKT

Mutual interest

4= Their cooperation is based on mutual interest.

B3aeMHa 3al1ikaBlIeHICTh

Loyalty

4 Customer loyalty grows when you provide great service.

JIOSANBHICTD
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7. Collaboration
4 Our success depends on close collaboration.
CriBnparus
8. Follow-up
Z:Isenta follow-up email after the meeting.
HacTymHuit KOHTaKT / TPOIOBKEHHS PO3MOBHU
9. Colleague
S My colleague helped me prepare the proposal.
Kouera
10.Contact
Z: Can1 have your contact details?

KonTakT / koHTaKTHA 0CO0a
GLOBAL & CROSS-CULTURAL COMMUNICATION

11.Cultural sensitivity
4 Cultural sensitivity is important in international business.

KynabpTypHa 4yTauBICTh

12.Face-to-face
4 Face-to-face meetings are still the most effective.

OcoOucra 3ycTpid
13.First impression

LA strong handshake gives a good first impression.

IIepme BpaxeHHs

14.Respect
A Respect is essential in any relationship.

IloBara

15.Small talk
4 Small talk helps break the ice in meetings.

Hesumymena po3moBa / cBiTChKa Oeciga
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16.Handshake
4 A firm handshake shows confidence.
Pykoctuckanns
17.Hospitality
Zs Their hospitality made the meeting very comfortable.
['ocTuHHICTH
18.Etiquette
Z: Business etiquette varies between cultures.
Etuker
19.Long-term
Zs We’re interested in long-term partnerships.
JloBrorpuBanui
20.Professionalism
Z: She handled the difficult situation with professionalism.
IIpodecionanizm
ONLINE & CAREER FOCUS
21.LinkedIn
4] updated my LinkedIn profile before the job fair.
LinkedIn (mutatrdopma npodeciiHMX KOHTAKTIB)
22.Networking event
41 attended a networking event for young entrepreneurs.
HeTtBopkiHr-nomis
23.Recommendation
4 He gave me a great recommendation on LinkedIn.
Pexomennaris
24.Business card

4 Don’t forget to bring business cards to the event.

Bizutka
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25.Informal meeting
4 We had an informal meeting over coffee.
Hedopmainbha 3ycTpiu

26.1Initiate contact
Zs She was the first to initiate contact after the event.

BcTranoBuTtH KOHTAKT

27.Maintain a relationship
4= You need to maintain relationships after the first meeting.

[linTpuMyBaTH 3B’SI30K
28.Build a network

S Y oung professionals should build their networks early.

CTBOpIOBATH MEPEXKY KOHTAKTIB
29.Referral

&1 got the interview thanks to a referral from a friend.

Pexomenartiist / HarpaBiIeHHSI
30.Job application

4 He included a cover letter with his job application.

3asBKa Ha poOOTy
VOCABULARY PRACTICE

Exercise 1. Match the term to its definition:

A. Terms B. Definitions

1. Rapport A. Confidence that someone is honest or reliable
2. Networking B. Casual conversation to break the ice
3. Loyalty C. A good feeling of connection between people
4. Referral D. Professional platform for job contacts
5. Follow-up E. Working together to achieve a goal
6. Small talk F. Making the first move to connect
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A. Terms B. Definitions

7. Cultural sensitivity
8. Trust

9. Business card

10. Long-term

11. LinkedIn

K. Continued message after initial

12. Recommendation L. The ability to respect other

13. Initiate contact

14. Collaboration N. A lasting result or

15. First impression 0. Creating professional connections

Exercise 2. Fill in the blanks with suitable words from the vocabulary list:

1.

0 =N kWD

We had a great meeting and agreed to stay in
A short message can be a powerful after a business event.

Cultural 1s key when dealing with international clients.

She quickly built with her manager through honesty and listening.

He gave me astrong ~ on LinkedIn.

Don’t forget to bring your  to the conference.
Their  helped us complete the project on time.
The firm looks for | not just short-term hires.

helps you find new opportunities and clients.

10.The recruiter asked if I had any from colleagues.

11.1 started the conversation with some about the weather.

12.We met at a event for digital marketers.

13.The CEO appreciated our team's high level of

14. After our coffee chat, I decided to by email.

15.Respect and are essential in every relationship.

16.My friend got the job thanks to a from someone inside.

17.The was very positive; she smiled and seemed interested.

18.You need to

G. A printed card with your job and contact info
H. An opinion or statement that supports someone
I. The way someone sees you after first meeting

J. Staying with a brand or person over time

M. A person or message that recommends you

relationship

your contacts regularly, not only when you need them.



19.LinkedIn is great for maintaining a network.

20.They showed amazing by helping even after the deal was closed.

Exercise 3. Complete the collocations with a word from the list. One extra:

trust, connection, meeting, loyalty, respect, event, card, rapport,

relationship, handshake, application

[E—

. build
initiate

job

firm
professional
long-term
strong

informal

A A o

business

10.mutual

Exercise 4. Complete the dialogue. Fill in the missing phrases using correct
vocabulary words:

Anna: Hi! I’'m glad you reached out. How did you hear about this role?

Denys: Actually, I gota ~ from my former colleague. He works here now.

Anna: That’s great! Have you had a chance to apply?

Denys: Yes,Isentinmy  two days ago.

Anna: Did youincludea  letter?

Denys: Of course! And [ made suremy  profile is up to date.
Anna: Sounds like you're ready. We really value  in this team.

Denys: Absolutely. I believe good relationships are built on that.
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Exercise 5. Translate into English using active vocabulary:
1. BiH BCTaHOBHB KOHTAaKT 13 HOBUM KJIIEHTOM ITiCJIsI KOH(EpEeHITii.
L1 moBroTpuBaii CTOCYHKH 0a3ylOThCsl Ha B3a€EMHIM TOBIPI.
Sl HagicnaB MUCT-MIATBEPIXKEHHS! HACTYITHOTO JTHSL.
Mu Manu HeopMasbHy 3yCTpid y KaB sipHI.
Bona mBuaKo cTBOpUiIa NO3UTUBHE BPAXKEHHS.
Pexomenpnanii B LinkedIn M0oxkyTh 1OIOMOITH 3HANTH pOOOTY.
[ToBaxkaTu 1HII KyJIbTypH — 1€ PO ECiOHAITI3M.

S He 3a0yB B3SITH BI3UTKH Ha 3aXI1.

A S A o

HeTBOpKIHT — KJII0Y 10 HOBUX MOXJIMBOCTEH.

10.Mu mpo10B)Ky€MO MIATPUMYBATH 3B’ SI30K IMICJISI IPOEKTY.

Exercise 6: True or False?

1. “He followed up with a firm handshake.” X

2. “We collaborated a strong first impression.” /X

3. “LinkedIn is useful for maintaining business rapport.” &8 / X
4. “I applied for the job without initiating contact.” &4 / X

5. “A follow-up email is usually sent before a meeting.” &8 / X
“Small talk helps build trust with international clients.” &4 / X
“Business etiquette doesn’t matter if you’re online.” &8 / X

“We exchanged loyalty during the networking event.” &8 / X

o »® =_S

“He got the job thanks to a strong referral.” &8 / X

10.“She brings professionalism to every meeting.” &4 / X

Exercise 7. Make up your own sentences with the following words. Let your
partner translate them in Ukrainian:

1. rapport

2. networking event

3. cultural sensitivity
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. follow-up

. referral

4

5

6. collaboration
7. professionalism
8. trust

9

. long-term relationship

10.small talk

Exercise 8. Group Discussion Prompts. Answer the questions using target
words in your answers:

1. How do you usually build rapport in a new workplace?

2. Describe a time when networking helped you.

3. What is your strategy for maintaining long-term connections?
4. Do you find it hard to do small talk? Why or why not?
5

. In your opinion, is cultural sensitivity important in online meetings?

GRAMMAR FOCUS: PRESENT PERFECT SIMPLE VS PRESENT
PERFECT CONTINUOUS IN BUSINESS COMMUNICATION

1. WHEN TO USE EACH TENSE
Tense Use Examples

Present Perfect Simple  For completed actions with  1've sent the follow-up

(have/has + past participle) results now email.

For life experience Have you ever attended a

networking event?

For recent actions She has built strong

rapport this month.
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Tense Use Examples

For actions that started in  /’'ve been working on this
Present Perfect _
the past and are still client relationship all
Continuous N _
_ appening year.
(have/has been + verb-ing)

_ He’s been managing the
For temporary actions
account this week.

. We've been networking
Focus on duration

since 9 a.m.
2. SIGNAL WORDS & DIFFERENCES
Present Perfect Simple Present Perfect Continuous
just, already, yet, ever, never, so far, for, since, all day, lately, recently, how
recently long

I’ve spoken to him already. (Completed action)

I’ve been talking to him for 20 minutes. (Duration)

GRAMMAR PRACTICE

Exercise 1. Choose the correct tense (Present Perfect Simple or Continuous):
1. 1 (have worked / have been working) on this partnership proposal for three

weeks.

He (has built / has been building) strong relationships with clients recently.

We (have sent / have been sending) three follow-up emails already.

They (have been negotiating / have negotiated) terms since last Friday.

I (have attended / have been attending) five events this quarter.

She (has created / has been creating) a new system for client tracking.

NS kD

You (have helped / have been helping) me a lot lately — thank you.
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8. Our team (has worked / has been working) remotely for the last six
months.

9. 1 (have spoken / have been speaking) to their manager about the proposal.

10.He (has never responded / has never been responding) to my messages.

11.We (have known / have been knowing) that contact since 2020.

12.My colleague (has followed up / has been following up) with the supplier
daily.

13.1 (have made / have been making) some good progress this week.

14. They (have discussed / have been discussing) collaboration with the
German partner.

15.1 (have not heard / have not been hearing) from HR yet.

Exercise 2. Fill in the blanks with verbs in correct tense form (Present Perfect

Simple or Continuous):

1. We (build) trust with the client for several months
now.

2.1 (send) her the contract twice this morning.

3. She (not reply) to our offer yet.

4. They (work) on the loyalty program since February.

5.1 (never attend) such a productive networking event.

6. You (contact) them regularly since last year?

7. We (not have) a face-to-face meeting so far.

8. He (try) to fix the problem all day.

9.1 (know) Anna since university.

10.They (negotiate) with us for three hours already.

11.0ur team (achieve) great results this quarter.

12.What topics you (discuss)?

13.1 (support) her during the transition period.

14.We (not receive) any updates from legal yet.

15.She (manage) the partnership project very well.
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16.1 (follow up) with the client twice this week.

17.We (not respond) to their last email yet.

18.They (develop) the CRM strategy since last month.

19.My mentor (give) me great advice lately.

20.The new assistant (handle) communications since
Monday.

Exercise 3. Find and correct the mistakes:
1. Thave been knew him since our university days.
. She have worked on that client account since June.
. We have discussed the idea for two hours and now we are done.
. They has been emailing me all morning.

. He have never been attend a formal event like this.

2

3

4

5

6. 1 have been sent the report just now.

7. You been contacting the wrong address.

8. Has you been speaking to the recruiter recently?

9. We has been building good rapport with that partner.
10.1 have been worked with them on and off for a year.
11.She has been applying to many jobs this month and has no results.
12.1 didn’t received any confirmation yet.

13.How long have you knowing each other?

14.They has never followed up after our last meeting.

15.1 have just been talked to him in the hallway.

Exercise 4. Translate into English using Present Perfect Simple or
Continuous:

1. S mparroro 3 UM KIIIEHTOM BXKE ITiB POKY.

2. Mu mie He OTpUMAaJIH BIJMOBII HA HAII 3aITuT.
3. Bona Bech ieHb LIyKa€e pEKOMEHAI].
4

. Mu 3Haiiomi Bxke OUIbIIE I’ SITH POKIB.

66



5. Bonu nioifHO 3aBEepUINIIN MPE3CHTAITIIO.

6. Bu 10Bro npamoeTe Ha1 UM MPOEKTOM?

7. 5 me He HaJCUIIAB JIMCTA-1ATBEPIKECHHS.

8. BiH He BIANOBIA€ 3 PAHKY.

9. Bonu Bxke KiJbKa JHIB BEAyTbh IEPETOBOPH.

10.4 Tinbku-HO 3akiHuuB oHOBIOBaTU LinkedIn.

11.41 Bxke KibKa pa3iB HamaraBcs 3B’ s13atuch 13 HR.
12.BoHa oCTaHHIM YacOM MPAIIO€ HAJl CBOIM HETBOPKOM.
13.Mu BKe 3aBepUININ BC1 MIATOTOBY1 3yCTpIYl.

14.41 nuury iM y>xe rouHy, ajie BiANOB1/II HEMAE.

15.Mu e He 6aunInCs BXKUBY, JIMILIE CHIIKYBaJIUCS OHJIANH.
SPEAKING PRACTICE: BUILDING RELATIONSHIPS

A. BUSINESS ROLE-PLAYS (IN PAIRS)
Scenario 1: First-Time Networking at an Event
Role A: You are a young marketing specialist attending your first networking
event.
Role B: You are an experienced entrepreneur open to new contacts.
Task:
« Start a conversation (greet, introduce yourself).
o Ask about their work, exchange business cards.
« Find a shared interest (marketing, tech, travel, etc.).
o End with a promise to follow up.
Use phrases:
« Nice to meet you. What line of work are you in?
o That’s really interesting! I’ve been working in...
o Let me give you my card.

o [I’ll drop you a message on LinkedIn.
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Scenario 2: Follow-Up Video Call
After an event, you agreed to meet online.
Role A: You’re interested in potential collaboration.
Role B: You’re cautious, but open.
Goal:
« Recap your first meeting
» Discuss possible cooperation
« Express expectations and limitations

« End politely (yes/no/future follow-up)

B. GROUP DISCUSSION (3—4 STUDENTYS)

Topic: What are the main challenges in building professional relationships today?
Discuss:

o Time management

« Digital communication barriers

o Cultural differences

o Trust-building

e Overcommunication vs undercommunication

C. MINI-DEBATE: LINKEDIN REPLACES REAL RELATIONSHIPS
Team A: Argue that LinkedIn and online tools are more effective than face-to-
face networking.
Team B: Argue that real relationships still matter more.
Use debate expressions:

o Istrongly believe...

e On the contrary...

o According to experience...

o Let’s not forget that...

o Online tools support, but don’t replace...
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D. BUSINESS SIMULATION GAME: NETWORKING NIGHT
Goal: Simulate a real networking event with goals, roles, tasks, and time limits.
Step 1: Assign Roles (1 per student)

Each student gets one of these identities:

Role Goal

Startup founder Find a mentor and a marketing partner
HR recruiter Meet at least 2 candidates

Financial analyst Find collaboration with tech firms
Event manager Collect leads for future events

Young graduate Find internship offers

Product designer Connect with investors or clients

Step 2: Objectives
« Introduce yourself to at least 3 people
o Exchange details / business cards
o Ask 2-3 professional questions
o Use small talk to build rapport

« Keep notes on who might be a useful contact

Step 3: Debrief Discussion (in groups)
o Who did you connect with best?
o What strategies worked well?
o What challenges did you face?

o Would you follow up with anyone?
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Useful Phrases for Networking

Function Example

“Hi, mind if I join you?” / “Is this your first time at
Starting a talk

this event?”

Describing work “I’'m currently working on a rebranding project...”
Showing interest “That sounds fascinating — how did you get into it?”
Following up “Let’s definitely connect. Are you on LinkedIn?”
Ending politely “It’s been great talking — I hope we’ll keep in touch!”

WRITING PRACTICE: FOLLOW-UP EMAIL / JOB APPLICATION

Task Option 1: Follow-Up Email after Networking
Scenario: You attended a business networking event and spoke with a company
representative (e.g. marketing director at Nestl¢). Now, you want to follow up and
maintain contact.
Your email should include:

o Thanking for the conversation

« Referring to a specific topic you discussed

« Expressing interest in staying in touch

« Offering to send more information or a CV

Sample Email (Follow-Up)

Subject: Great to connect at Kyiv Business Forum

Dear Ms. Petrova,

It was a pleasure speaking with you at the Kyiv Business Forum yesterday. I really
enjoyed our conversation about emerging digital marketing trends in Eastern

Europe.
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I would love to stay in touch and possibly explore internship opportunities with
Nestlé in the future. As a final-year Marketing student at LNU, I'm especially
interested in your team’s work on regional branding.

Please let me know if I may send you my CV or portfolio. Thank you again for your
time and insights.

Best regards,

Oksana Melnyk

Task Option 2: LinkedIn-Style Job Inquiry Message

Scenario: You found a job posting on LinkedIn and want to message the recruiter
directly. Write a short professional message showing your interest and asking for
the next steps.

Sample Message (LinkedIn Style)

Hi Mr. Davis,

1 saw the posting for the Junior Marketing Analyst role at Unilever and would love
to express my interest. I believe my background in analytics and recent internship
at a digital agency align well with your team’s goals.

I've attached my CV and would be happy to provide more details or schedule a
call.

Looking forward to hearing from you!

Best regards,

Olha Korol

Your Task (Choose 1):

A) Write a follow-up email to someone you met at a networking event.
B) Write a LinkedIn message to apply for a posted job or internship.
Use 100-150 words.

Include: greeting, clear message, polite ending, professional tone.
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Checklist (Before Submitting)
Item
Correct structure: opening, body, closing
Polite and clear language
Relevant to business context
No grammar or spelling mistakes

Signature or name included
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UNIT 4: SUCCESS
TEXT: THE REAL FACE OF SUCCESS IN MODERN BUSINESS

Success in the business world is one of the most discussed and
misunderstood concepts. Ask five different professionals what success means to
them, and you’re likely to hear five very different answers: financial profit, brand
recognition, innovation, work-life balance, or leadership impact. The truth is,
success today is multi-dimensional. It goes beyond revenue and market share. It
includes emotional intelligence, adaptability, teamwork, and long-term vision.

At the heart of any long-lasting success story — whether it’s a global
corporation or an individual professional — lies a clear sense of purpose. Truly
successful companies and individuals know exactly why they do what they do.
They don’t just focus on the “how” or “what”. A well-defined vision acts as a
compass, guiding decisions, investments, and partnerships. For example,
companies like Tesla or Patagonia aren’t just selling products; they are promoting
missions — sustainability, ethical responsibility, or innovation. These clear goals
allow them to remain consistent, attract loyal customers, and retain employees who
believe in the cause.

Of course, a vision without action leads nowhere. That’s why successful
people and companies set concrete, measurable goals and work systematically
toward them. These goals are regularly reviewed and adapted to changing market
conditions. It’s not about doing more; it’s about doing the right things with clarity
and purpose. A manager who knows exactly what KPIs define success for their
team will lead more confidently than one simply “working hard.”

Leadership is another critical ingredient of success — not just at the top, but
at every level. In high-performing companies, leadership is not based on position
but on influence. True leaders inspire, listen, communicate clearly, and create
space for others to grow. But leadership alone is not enough without a strong
organizational culture. Successful businesses invest in building inclusive,

collaborative environments where trust and respect are part of daily operations.
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When people feel heard and appreciated, they go the extra mile — not because they
have to, but because they want to.

The ability to adapt is perhaps the most undervalued but essential part of
being successful in today’s world. We’ve seen entire industries transform due to
unexpected challenges — from economic crises to pandemics. What makes some
companies survive while others collapse? It’s their willingness to pivot quickly,
experiment, and embrace change. A successful entrepreneur doesn’t fear failure —
they learn from it. In fact, some of the most successful business models were born
out of failed attempts. Resilience, flexibility, and a mindset of continuous
improvement separate the winners from the rest.

Success is also about people — specifically, customers. Companies that truly
succeed understand their customers better than anyone else. They don’t guess; they
listen, they observe, they test. Their decisions — from product design to marketing
strategy — are driven by real customer feedback and data. This customer-first
mindset builds trust, loyalty, and long-term relationships. It’s no coincidence that
customer-focused giants like Amazon, Apple, or Airbnb dominate global markets:
their entire systems are built around value delivery.

But even the most customer-obsessed business can’t grow alone. Building
strategic relationships is another pillar of lasting success. This includes
partnerships with suppliers, investors, NGOs, or even competitors. Effective
negotiation plays a major role here. Success in negotiation is not about
manipulation or winning at all costs — it’s about understanding mutual interests and
creating win-win outcomes. Professionals who know how to prepare, ask the right
questions, and remain flexible during talks are more likely to close long-term
deals.

One factor that unites all these aspects is learning. Whether we speak of
companies or individuals, those who succeed long-term are those who never stop
learning. They read, ask questions, attend trainings, reflect on failures, and seek
mentorship. They are not satisfied with yesterday’s success — they want to improve

today and shape tomorrow. Innovation isn’t just about creating something new; it’s
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often about looking at an existing system and finding a smarter, more efficient way
to do it.

And finally, success must be personal. For one person, it might mean
building a global business empire; for another — having a balanced life while
running a small consultancy. Real success isn’t defined by social media followers
or quarterly profits alone. It’s defined by alignment between one’s values, goals,
actions, and impact.

In a world that moves faster every day, the real winners are not necessarily
the biggest, richest, or loudest. They are the most self-aware, purpose-driven, and
adaptable. They build strong teams, treat people with respect, serve their clients

with care, and never stop growing.

COMPREHENSION TASKS

Exercise 1. Answer the questions:
1. What is the difference between traditional and modern views of business
success?
Why is having a clear vision important for long-term success?
How do successful companies set and use goals?
What are some key characteristics of good leadership?
Why is company culture important for achieving success?
How does adaptability help businesses survive difficult times?
What customer-focused practices do successful companies follow?

What role does negotiation play in building business relationships?
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Why is continuous learning critical in today’s business world?

10.How can success be different for different people?

Exercise 2. True or False?
1. Success today is only measured by money and sales.

2. Vision and goals help successful companies stay focused.
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. Leadership depends only on job titles.
. Culture 1s not very important for team motivation.
. Adaptable companies are more likely to survive market changes.

3
4
5
6.
7
8
9

Customer satisfaction is secondary to product quality.

. Strategic partnerships can support business growth.
. Successful negotiation requires aggressive tactics.

. Continuous learning and innovation are necessary in modern business.

10.Everyone defines success in the same way.

ACTIVE VOCABULARY
SUCCESS. VISION & GOALS

. Vision

A Every great company begins with a clear vision of what it wants to
achieve.

baudenns / ctpaTeriuna mera
Goal

S Setting measurable goals is essential for business growth.

ixs

. Purpose

s Employees work harder when they feel connected to the company’s

purpose.

[Ipu3HadeHHs / CEHC MISUTBHOCTI

. KPI (Key Performance Indicator)

4= Sales growth and customer retention are important KPIs for our team.

KirouoBuit moka3Huk e(heKTUBHOCTI

. Milestone

b Launching the new product was a major milestone for the startup.

BaxxnuBuii eram / JOCATHCHHA
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6. Long-term strategy
4 Our long-term strategy focuses on sustainability and innovation.
JloBrocTpokoBa cTpaTeris

7. Short-term goal
4 One of our short-term goals is to increase online traffic by 15%.
KopoTtkocTpokoBa meta

8. Target
Z: We didn’t hit our sales target last quarter.
3amiaHOBaHUN pe3ynbTaT / LiJb

9. Success metrics
Zs We use customer reviews and retention as key success metrics.
Kpurepii ycmimnocTi

10.Output
Z: The team’s output doubled after we improved internal communication.

Bupo06itok / pe3ynbtat poboTu
LEADERSHIP & COMPANY CULTURE
11.Leadership
4 Good leadership motivates teams and drives innovation.
JlinepcTBO
12.Team culture
LA healthy team culture improves performance and morale.

Kynbrypa xomanau / poboua atmocdepa

13.Motivation
A Recognition is a key factor in employee motivation.
MoTuBariis
14.Ownership
4 Give your team members ownership of their projects — they’ll care
more.

BianoBiganpHICTh / BITYYTTS BIACHOCTI
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15.Empowerment
A Employee empowerment leads to better results and innovation.
HananHs mOBHOBaKEHB / BIIEBHEHHSI Y BIACHUX CHJIAX
16.Accountability
4 In successful companies, everyone takes accountability seriously.
BianoBiganpHICTE
17.Recognition
4 Public recognition motivates people to keep improving.
Busnanus
18.Morale
A Company morale rose after the CEO’s honest speech.
MopanbHuit 1yX / HaCTpiil NpaIliBHUKIB
19.Delegation
Zs Effective delegation allows leaders to focus on strategy.
JleneryBanus
20.Resilience
4 Resilience helps teams recover quickly from failure or stress.
CTiliKiCTh / 3MaTHICTD 10 BIAHOBIICHHS
PERFORMANCE, NEGOTIATION & LEARNING
21.Performance
4 The quarterly report showed a 25% increase in team performance.
[IpoayKTUBHICTH
22.Feedback
4 Constructive feedback is essential for personal and team development.
3BOPOTHUH 3B’ SI30K
23.Improvement

4 We saw a huge improvement in client satisfaction this year.

[Tokpammenus
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24.Negotiation
4 Good negotiation helps both sides get what they need.
[TepemoBuHM

25.Compromise
4 In negotiations, being open to compromise builds trust.
Kommnpomic

26.Partnership
Zs Our partnership with a local NGO boosted our reputation.
[TapTHEpCTBO

27.Innovation
4= Innovation drives modern business success.
IgHOBaIIS

28.Competitive advantage
s High-quality service gives us a competitive advantage.
KoHkypeHTHa niepeBara

29.Adaptability
S Companies with strong adaptability survive crises better.
AJTaNITUBHICTH / THYYKICTh

30.Lifelong learning
A Lifelong learning helps professionals stay relevant.

Hap4uanHs IpOTATOM KHUTTS
VOCABULARY PRACTICE

Exercise 1. Match the term to its definition:

A. Terms B. Definitions
1. Vision A. Giving employees the ability and freedom to
act

2. Resilience
B. Continuous education during a person’s career
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3. Negotiation

4. KPI

5. Ownership

6. Lifelong learning

7. Empowerment

8. Innovation

9. Feedback

C. The ability to recover from stress or failure
D. A reason why a company is stronger than its
rivals

E. Exchanging ideas to reach an agreement
F. Control and responsibility for a task
G. Ideas that improve existing products or systems
H. Clear goal of what you want to achieve
I. A number used to measure performance
J. Information given about how well something

was done

10. Competitive advantage

Exercise 2. Fill in the blanks with suitable words from the vocabulary list:

1.

10.He has always believed in

A A o

Our company has

One of our key

a strong internal that encourages teamwork.

1s the average response time to clients.

I believe this partnership could be a real for both sides.

She showed great
Regular
Our

when the project failed — she didn’t give up.
helps employees grow and improve.

is to reduce global plastic use by 60% by 2030.

The manager gave me full over the redesign process.

Their

in product design helped them enter new markets.

We try to create a culture of and mutual respect.

course!

11.They reached a

— he’s taking his third MBA

after two hours of open discussion.

12.We saw a clear performance after the leadership change.

13.Clear communication and

leadership build strong teams.

14.The team exceeded their sales this quarter.

15.Employees feel more motivated when they receive public
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Exercise 3. Collocations: choose the correct pair and translate it:

1.

A S A o

clear / loud — vision

build / jump — trust

long-term / short-form — goal

give / grant — ownership
constructive / dangerous — feedback
achieve / listen — performance
show / collect — resilience

reach / push — compromise

professional / lifetime — learning

10.create / manage — partnerships

Exercise 4. Rewrite sentences. Substitute words in bold type with a word-

combination from the previous exercise:

1.

She had a plan to improve the system.

— She had a clear

. We gave staff more control over their work.

— We encouraged employee

. The company failed, but he kept working.

— He showed strong

. They made a deal after talks.

— They reached a

. He always wants to improve himself.

— He believes in

Exercise 5. Complete the dialogue with a missing word:

A: What’s your company’s long-term ?

B: We want to lead in green innovation. We’ve invested heavily in product

A: Sounds exciting. What makes your company successful?

B: A mix of employee , strong culture, and great from our clients.
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A: And your leadership style?

B: I focus on motivation and setting clear

Exercise 6. Translate the terms into English:
1. KonkypeHTHa nepeBara

BHyTpiiHs KyJIbTypa KOMaHAH

31aTHICTD 10 BiTHOBJICHHS

[TepemoBuHM

JeneryBanus

3BOPOTHHUI 3B’ 130K

Mopanbauii 1yx

Pu3uk 1 BIAIOBIIAJIBLHICTH

A A o

Kpurepii edekTuBHOCTI

10.be3nepepBHE HABYAHHSA

Exercise 7. True or False?

1. Vision is about short-term decision-making.
Empowered employees take more initiative.
KPIs are always about financial numbers.
Resilience helps in difficult business situations.
Feedback is only useful when it's positive.
Ownership increases motivation.
Competitive advantage helps a company stand out.

Lifelong learning ends after university.

W 0 =N kWD

Partnership is the opposite of negotiation.

10.Innovation is always about creating something new.



Exercise 8. Discuss with your partner the following questions:
1. Describe a time when you achieved something important. What helped you
succeed?

2. In your opinion, what are the 3 most important elements of success in

business? Why?

3. What motivates you more: personal recognition or team achievement?

GRAMMAR FOCUS: COMPARATIVES & SUPERLATIVES IN
BUSINESS CONTEXT

What is COMPARATIVE?
Comparative (BUIIMil CTyNiHb TOPIBHAHHS MPUKMETHHKA) 1S used to compare two
objects.
Example:
« Google is bigger than Spotify. (Google 6invwuii, nise Spotify.)
Signal words:
o than —Hix
o abit/ much / far — Tpoxu / 3HauHO
o slightly / considerably — He3HauHO / CyTTEBO
e more... than — OB ... HIXK
What is SUPERLATIVE?
Superlative (HaiiBUIllUii CTYIiHb TMOPIBHAHHS NPUKMETHUKA) 1s used to say that
something is the best/worst among others in a group.
Example:
o Tesla is the most innovative car company in the world.
(Tesla — natiinnosayitiniuia aBMOKOMNAHIA Y C8imi.)
Signal words:
+ the best / the worst
o the most... / the least...

o 1n the world / in the market / of all

83



FORMATION

Type of adjective | Comparative Superlative Examples

o fast — faster / the

Short adjectives + —er the + —est
fastest
Adjectives ending easy — easier / the
_ -y — —ier the + —iest _
in —y easiest
Two- and more . . efficient — more
more + adj the most + adj

syllable adjectives

efficient

bad — worse / the

Irregular adjectives | good — better the best
worst
far — the .
Exceptions little — less / the least
farther/further | farthest/furthest
EXAMPLES IN BUSINESS CONTEXT

Situation Example IMepexaan

[TopiBHAHHS 3-u keapman 6y8 Kpawum 3a
Q3 was better than Q2.
npUOYTKY 2-u.
_ She 1s more productive than Bowua npooykxmusniwa, Hidxc
[IponyKTUBHICTH
last year. MOpIK.
Their offer is cheaper than  Ixus nponosuyia deweswia 3a
Konkypentu
ours. Hauty.

Haiixpamuit He is the most experienced  Bin — natioocgioueniwuii
MpaliBHUK manager. MeHneooxcep.
Haitripmuii That was the worst sales L]e 6ys nauicipwiuii micayw
pe3ynbTar month. npooaxcis.
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SENTENCE STRUCTURE

I. Ais + comparative + than B

— Our company is more flexible than theirs.

(Hawa kxomnanis enyuxiua 3a ixwio.)
2. Ais (not) as + adjective + as B

— This strategy is not as effective as the old one.

(L[ cmpamecin ne maxka egpekmusHa, K cmapa.)
3. The + superlative + noun

— She’s the most confident person on the team.

(Bona — natienesneniua 6 Komauoi.)

TYPICAL MISTAKES
INCORRECT CORRECT
more better better (irregular — 6e3 “more”)
the most fastest the fastest (He MOXxHa MOABIMHUI CTYMIHB)
more cheap cheaper (KOpOTKe CJI0BO)
the most best idea the best idea
as more productive as as productive as

In simple terms:
o JSkmo xoyem NOPIBHATH [ABi pedi — BUKOPUCTOBYH —er abo more +
adjective: This one is better than that one. lle kpawe, Hixc me.
o Slkmio xouemr cka3atu, U0 MIOCh HA-HA — BUKOpUCTOBY the + —est abo
the most + adjective: This one is the best of all. I]e natikpawe 3 ycix.”

o He 3a0yBail: kopoTki croBa — 3 —er / —est, a AoBII1 — 3 more / the most.
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GRAMMAR PRACTICE

Exercise 1. Complete the sentences with the correct form of the adjective (—er
/ more / less / the most / the least / irregular forms):
Example: Our new website is  (effective) than the previous one.

— more effective

1. This report is much (clear) than the last one.

2. Google is one of the (influential) companies in tech.

3. Our manager is (strict) than she used to be.

4. This quarter’s results are (good) than expected.

5. His offer was (bad) than the competitor’s.

6. That strategy is the (simple), but also the most effective.
7. The meeting was (short) than usual.

8. She is the (fast) worker on the sales team.

9. I think this design is (modern) than the old version.
10.This presentation is (less engaging) than yours.

11.Our solution is (efficient) than theirs.

12.1t was the (expensive) advertising campaign we’ve done.
13.1 feel (confident) speaking English now than last year.
14.0ur product is (reliable) than the one they offer.

15.He’s the (hardworking) person I’ve ever worked with.
16.The market 1s (competitive) than five years ago.
17.Their customer service is (friendly) than ours.

18.This was the (useful) training I’ve attended.

19.We need a (strong) brand identity to stand out.

20.The software update made the system (slow) than before.

Exercise 2. Correct the mistakes and re-write sentences without them:
1. She is more better than her colleagues.

2. This is the most fastest-growing brand this year.
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. That product is the bestest on the market.
. Our office 1s more bigger than theirs.
. This idea is the most better for the client.

3
4
5
6.
7
8
9

That was the baddest meeting I've ever attended.

. His solution is more simple than yours.
. This is the less worst option we have.

. Their design is as modern than ours.

10.He is more the most productive team member.

Exercise 3. Translate sentences into English using comparative

superlative degrees of adjectives:

1.

0 =N kWD

Ixniif 3BiT Kpamuii, Hix Har.

Bona — HaiinpoyKTUBHIIIA TIPAIBHUIS Y BIJIILIL.
HoBuii mpo€eKT MEHII yCHIITHUHI, HIXK MTONEPEaHI.
[le OyB HalripuInii TUKEHb MPOJAXKIB.

Ieit cTapTam — OUIBIT iIHHOBAIIIMHUM 32 1HIIII.

Ixns imes npocTima, Hix Hara.

Le pimeHHs — Halle(DEeKTUBHILIE 3 YCIX.

Hamr odic He Takuit BenuKuii, K IXHIH.

Bonu maroth OiJibllie 10CBiAY, HIK MH.

10.11e 6yno HaliMEHIII pU3UKOBAaHE PIIICHHS.

and

Exercise 4. Create your own sentences with the following adjectives (one with

comparative degree, one with superlative degree) in business context:

1.
2.
3.

efficient
expensive

creative

4. bad

5. modern
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EXAMPLES
1. efficient
. Comparative: The new software is more efficient than the old system.
. Superlative: This tool is the most efficient in our company.
2. expensive
. Comparative: Hiring consultants is more expensive than training staff

in-house.

. Superlative: That was the most expensive campaign we’ve ever
launched.
3. creative
. Comparative: Her solution was more creative than I expected.
. Superlative: He's the most creative designer in our team.
4. bad
. Comparative: The Q2 report was worse than Q1.
. Superlative: That was the worst customer feedback we’ve received.
5. modern

. Comparative: Their office is more modern than ours.

. Superlative: This is the most modern branch in our company.

SPEAKING PRACTICE

A. PERSONAL OPINION DISCUSSION
Task: Answer the questions. Explain your point of view. Give examples.
? Questions:
1. What does success mean to you personally?
2. Do you think money is the main indicator of success? Why / why not?
3. Who is the most successful person you know? What makes them successful?

4. Is it better to work in a successful company or to build your own business?
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5. What helps people become successful in business?

Useful phrases:

In my opinion...

I believe that...

To me, success is...
A good example is...
Compared to...

It depends on...

B. PAIR WORK : SUCCESS SCENARIOS

Task: Choose one situation. Discuss it with your partner. Agree on which action is

the best and which is the worst. Use comparatives / superlatives.

Situations:

1. You run a startup. You need fast growth.

Options:
A. Invest in social media marketing
B. Hire 5 new salespeople

C. Develop a mobile app

. Your company had a bad quarter.

Options:
A. Cut costs
B. Increase product price

C. Change the marketing team

. You want to become a successful manager.

Options:
A. Take leadership courses
B. Ask for a mentor

C. Work overtime every day
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Useful phrases:
« [ think option A is better than B because...
o The most effective idea is...
o Inmy view, C is the worst option because...

e A is more realistic than...

C. MINI-PRESENTATION
Task: Choose a topic and prepare a short presentation.
Topics:
o What makes companies successful in the modern world?
o My top 3 tips for personal success
o A successful brand I admire and why

e Success and failure: what can we learn?

Presentation structure:
1. Introduction (Today I’d like to talk about...)
2. Main ideas (First, ..., Then, ..., Also, ...)
3. Example / Case (For example, ..., A good case is...)

4. Conclusion (To sum up..., I believe..., In conclusion...)

WRITING PRACTICE

Task: Write a professional business email proposing a partnership or joint
project, explaining why this would be a win-win solution for both parties.

Scenario: You are representing your company (or yourself as a freelancer) and
wish to propose a partnership to another company. Explain why this partnership

would be beneficial, what makes your company successful, and exactly what you

are offering.
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Letter structure:
1. Greeting (Dear Mr/Ms..., To whom it may concern...)
Introduction (Who you are and what you do)
Purpose (Why you are writing)
Offer (What exactly you are offering (service, product, collaboration))
Why you / Why now (Why it is beneficial, why it will be a success)

Call to action (Invite a response, suggest a meeting)

NSk w D

Closing (Best regards, Sincerely, etc.)

Writing Requirements:
o Length: 150-200 words
o Format: Formal Business Email
o Vocabulary: Use at least 10 words related to the topic “Success”

o Grammar: Use at least 5 comparative or superlative forms

Useful phrases:
o [ am writing to propose a potential partnership between...
« We believe this collaboration would be mutually beneficial.
o Our company is among the most successful in...
o This solution is more efficient than traditional methods.

« I would be happy to arrange a call to discuss this further.

Example Opening:
Subject: Proposal for Strategic Partnership

Dear Ms. Reynolds,

I hope this message finds you well. My name is Olena Hutsal, and I am the
Marketing Director at BrightVision, a digital agency specializing in content
strategy and brand growth.

I am reaching out to propose a potential partnership with your company to

launch a joint campaign aimed at Ukrainian startups expanding abroad.
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.... (and further according to the structure)

Sample Business Email — Proposal for Partnership
Subject: Strategic Collaboration Proposal: BrightVision & NovaTech

Dear Mr. Peterson,

I hope you are doing well. My name is Olena Hutsal, and I am the Business
Development Lead at BrightVision, a digital strategy agency with over 10 years of
experience in helping startups grow internationally.

I am writing to suggest a strategic partnership between BrightVision and
NovaTech to launch a co-branded marketing campaign for Q4. Our research
shows that your products are among the most innovative in the Ukrainian tech
sector, and we believe a collaboration could bring mutual success.

BrightVision has recently completed a campaign with GreenSpark, which
was 30% more effective than traditional online promotions. We specialize in data-
driven marketing and visual storytelling, which can help increase your brand
visibility and drive conversions.

We believe this partnership will be more impactful than a standard paid
campaign, and we are confident it will lead to long-term benefits for both
companies.

I would be happy to arrange a short video call next week to discuss this idea
further. Please let me know what time works best for you.

Looking forward to your response.

Sincerely,

Olena Hutsal

Business Development Lead

BrightVision Agency
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BUSINESS GAME : PITCH FOR SUCCESS

Senarion: You are representatives of various start-up companies who want to
convince an investor or partner of your strategy for success. Your task is to deliver
a presentation / conduct negotiations using persuasive vocabulary, arguments, and
comparisons.
Roles:

1. Company A — Launching a mobile productivity app

2. Company B — Offering an online learning platform for businesses

3. Investor / Partner — A successful company looking for investment

opportunities

4. (Optional) Moderator / Evaluator — runs the game and awards points

Tasks for each company:
1. Prepare a short “Success Pitch” (3—5 mins):
o Who you are
o What you offer
o Why your product is the most successful / effective / profitable
o How you plan to achieve success
o 1 practical or market example
2. Use at least 5 words related to “Success” (e.g.: innovation, strategy,
competitive advantage, vision, results, growth, goal)
3. Use at least 2 comparative and 1 superlative forms of adjectives (e.g. “Our

» (X3

approach is faster than traditional solutions.” “This is the most cost-effective
model available.”)

4. Answer 2-3 questions from an “investor” (another participant or the teacher)
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Game prompts:
Presentaion:
o Our company provides...

o We believe our solution is more... than...

« This is the most scalable/productive/innovative approach because...

o Compared to existing services, our product is...

? Investor’s questions:
« How is your product different from others?
o What makes your business model successful?

o Why should we invest in your solution?
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UNIT S: JOB SATISFACTION
TEXT: WHAT REALLY DRIVES JOB SATISFACTION IN THE 21ST
CENTURY?

In the modern workplace, job satisfaction is no longer a luxury — it’s a
necessity. As organizations face increased competition and rapid change, keeping
employees happy, productive, and motivated has become a strategic priority. But
what truly drives job satisfaction today? Is it still about salary and benefits, or are
there deeper, more meaningful factors at play?

Let’s start with the obvious: salary still matters. Fair pay is the foundation
of any employment agreement. People want to feel that their time, skills, and
efforts are being properly compensated. However, recent studies show that salary
alone is no longer the main driver of satisfaction. Once a person’s basic
financial needs are met, other factors become more influential.

One of these is the quality of the work environment. Employees who feel
psychologically safe, respected, and supported by their managers are far more
likely to stay engaged and loyal. A positive team atmosphere, open
communication, and opportunities to express ideas make a huge difference. Toxic
workplaces — with gossip, micromanagement, or constant pressure — are among
the top reasons people leave their jobs, regardless of salary.

Another major factor is recognition. People want to be seen. Whether it’s a
simple “Thank you,” public praise, or performance bonuses, acknowledging effort
and results is a powerful motivator. Employees who feel invisible or undervalued
are much more likely to experience frustration and burnout.

Motivation is also influenced by the type of work people do. Do they find it
meaningful? Challenging? Creative? Repetitive, meaningless tasks kill
engagement, while varied, purposeful work increases enthusiasm. Increasingly,
people are asking themselves, “Does my work matter?”

Work-life balance is now a central concern. With technology allowing

people to work remotely or stay connected 24/7, boundaries between personal and
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professional life are becoming harder to maintain. This can lead to stress and
exhaustion. Companies that promote flexible hours, remote work options, and
respect for employees’ time off are viewed more positively by potential hires — and
their teams tend to be more productive and loyal in return.

Professional growth is another key element. People want to grow —
intellectually, emotionally, and professionally. Companies that offer training
programs, career advancement opportunities, and mentoring systems send a clear
message: “We invest in you.” And that investment pays off. Employees who feel
they are developing within their job are more likely to stay and perform better.

Let’s not forget the importance of company culture and values. People
increasingly want to work for organizations that reflect their own beliefs. A
company that is socially responsible, inclusive, and environmentally aware often
attracts more motivated employees. On the other hand, if workers feel the
company’s actions contradict their values, job satisfaction quickly drops.

The role of leadership is also critical. Good leaders inspire, listen, and
adapt. They set a vision, give constructive feedback, and treat employees as
humans — not just resources. Bad leaders create fear, confusion, and conflict. A
great boss can make a mediocre job feel rewarding, while a toxic boss can ruin
even a dream position.

Lastly, we must mention the power of purpose. Increasingly, people are
seeking meaning in their work. Whether they’re helping customers, supporting
innovation, or contributing to a better world, employees want to feel connected to a
larger mission. Purpose-driven companies — like Patagonia, IKEA, or Salesforce —
tend to have not only higher employee satisfaction, but also better financial results.

In conclusion, job satisfaction today is a multi-layered concept. It’s not just
about how much you earn, but how much you grow, how you’re treated, and
whether your values align with the place you work. For employers, the message is

clear: put your people first, and success will follow.
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COMPREHENSION TASKS

Exercise 1. Answer the questions:
1. Why is job satisfaction considered a necessity in modern workplaces?
What role does salary play in job satisfaction?
How does the work environment affect employee satisfaction?
Why is recognition important in the workplace?
What type of tasks increase motivation and job engagement?
How can work-life balance influence job satisfaction?

What are some ways companies can support professional growth?

® NS WD

How do company values influence employee motivation?
9. What is the difference between good and bad leadership styles?
10. Why do people seek purpose in their work?

Exercise 2. True or False?
1. Salary is the most important factor in job satisfaction.
Toxic workplaces lead to high employee turnover.
Recognition has little effect on motivation.
Repetitive tasks increase engagement.
Companies that offer flexible hours are seen more positively.
Employees don’t care about personal growth if they are well paid.

People prefer to work for companies that share their values.
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A bad manager can make a good job feel terrible.
9. Working with purpose increases loyalty and motivation.

10. The text suggests companies should focus only on financial bonuses.



ACTIVE VOCABULARY: JOB SATISFACTION

Term Translation

) . ) 3aJIOBOJICHHS BiJT
job satisfaction
poboTH

work environment poboue cepeoBuIIe

recognition BU3HAHHS

motivation MOTHBALA

professional growth mnpodeciiinuii po3BUTOK

Example

Job satisfaction improves

productivity and reduces turnover.

A healthy work environment is

crucial for motivation.

Employees need regular recognition

for their achievements.

Bonuses are not the only way to

increase motivation.

The company offers many
opportunities for professional

growth.

0ananc Mix pobdotor 1 Flexible hours support better work-

work-life balance

JKUATTIM
salary 3apo0iTHA IJ1aTa
benefits JIOJIATKOBI MUTGTA

recognition program Mnporpama BU3HAHHS

meaningful work 3MICTOBHa poOoTa
leadership style CTUJIb KEPIBHUIITBA
team spirit KOMaHTHUH AyX

micromanagement MIKPOMEHEKMEHT

life balance.
He left the job due to a low salary.

Health insurance is one of the most

appreciated benefits.

The firm has a monthly recognition

program for top employees.

People want to feel their work is

meaningful.

A democratic leadership style can

improve job satisfaction.

Strong team spirit helps build better

relationships.

Micromanagement decreases trust
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Term

burnout

remote work

feedback

flexibility

toxic workplace

inclusive culture

purpose

employee retention

reward

accomplishment

internal promotion

autonomy

company values

trust

Translation Example
and satisfaction.
npodeciitHe Buropandsi  Long hours can lead to burnout.

. Many employees now prefer remote
JTHCTaHIllitHa poOoTa
work.

Constructive feedback is essential for
3BOPOTHUH 3B’ SI30K
employee growth.

. Job flexibility is a key motivator for
THYYKICTh
young professionals.

TOKCUYHE poOoue A toxic workplace drives employees

CCPpCaAOBHUIIIC away.

_ An inclusive culture increases
1HKIIIO3UBHA KyJbTYypa
employee engagement.

Employees want to feel a sense of
MeTa / Ipu3HavYCHHS
purpose.

High satisfaction leads to better
YTPUMAaHHSI TIEPCOHATY
employee retention.

She received a reward for

Haropoza
completing the project ahead of time.
Recognizing accomplishments boosts
TOCSITHCHHSI
morale.
BHYTpIIIHE The company encourages internal
M1 IBUIICHHS promotion.
_ Autonomy at work increases trust
ABTOHOMHICTh

and performance.

_ _ _ Many employees stay because they
IIHHOCTI KOMTIaHii
believe in the company values.

J0BIpa Trust between staff and managers is
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Term Translation Example
key to job satisfaction.

. . . ~ Good managers focus on conflict
conflict resolution  BupillleHHS KOH(]IIIKTIB

resolution.
supportive HIATPUMYOYE Supportive management builds
management KEpPIBHUIITBO confidence in the team.
High turnover often signals poor job

staff turnover TJIMHHICTD KaJIpiB

satisfaction.

VOCABULARY PRACTICE

Exercise 1. Match the term to its definition:
A. Terms B. Definitions
1. job satisfaction A. being happy and fulfilled with your job
2. reward B. a reward for doing something well
3. toxic workplace C. a toxic or negative working atmosphere

D. giving workers control over how they do their
4. autonomy

job
5. flexibility E. being able to adjust your schedule or work style
6. recognition F. appreciation for someone's work or effort
7. staff turnover G. when workers leave a company at a high rate
8. salary H. fair and adequate payment for work

I. support for mental or physical health in the
9. benefits

workplace

J. the connection between your job and your
10. work-life balance
personal life

11. professional growth K. someone’s ability to grow professionally
12. inclusive culture L. a respectful and open workplace culture
13. company culture M. the values, beliefs, and behavior inside a
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company

14. trust N. the ability to trust your employer or team
15. remote work O. the chance to work from home
16. company values P. an organization’s core ideas and ethics
Q. the emotional and physical breakdown from
17. burnout
stress
18. feedback R. clear and helpful comments about performance

S. encouragement to perform better or achieve

19. motivation

goals

20. conflict resolution T. the ability to solve issues among employees

Exercise 2. Fill in the blanks with suitable words from the box below:

job satisfaction, work-life balance, recognition, burnout, professional growth,
salary, toxic workplace, leadership, feedback, trust, flexibility, motivation,
remote work, inclusive culture, autonomy, promotion, purpose, benefits,

accomplishment, team spirit

AN O KA~ W DN

. Many employees report higher when they are trusted and respected

by management.

. A poor style can lower morale and increase staff turnover.

. After two years of hard work, she finally got a well-deserved

. Companies that offer mental health support help prevent employee

. Flexible hours and options are in high demand since the pandemic.

. Lack of respect and constant criticism create a that pushes people

away.

. Positive is key to improving performance and confidence.
. When employees feel their work has a , they are more committed.
. A competitive 1s important, but not enough on its own.

10.

People value as it allows them to make decisions independently.
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11. A company with an tends to attract more diverse and creative

teams.

12. Having strong among coworkers helps reduce stress and conflict.

13. When companies ignore staff efforts, lack of becomes a major
issue.

14. Regular training helps support employees’ and motivation.

15. Employees who experience are less likely to stay long-term.

16. Offering career development and fair increases staff loyalty.

17. One way to build 1s through transparency and honest
communication.

18. He felt a great sense of after completing the international project.

19. A good package includes health insurance, paid vacation, and
bonuses.

20. Balancing work and family life is essential for achieving true

Exercise 3. Choose the correct answer:
1. What 1s one of the key elements of job satisfaction?
A) Longer working hours
B) Constant supervision
C) Recognition and respect
D) Unlimited tasks
2. Which of the following can cause employee burnout?
A) Teamwork and support
B) Flexible schedules
C) Lack of breaks and excessive pressure
D) Celebrating accomplishments
3. Which term refers to additional advantages like insurance or paid leave?
A) Salary
B) Benefits

C) Promotion
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D) Feedback
4. A good manager gives constructive...
A) rewards
B) benefits
C) feedback
D) salary
5. What increases when employees can manage their own tasks?
A) Autonomy
B) Leadership
C) Turnover
D) Burnout
6. A workplace that welcomes diversity and fairness promotes...
A) Burnout
B) Toxic culture
C) Inclusive culture
D) Micromanagement
7. Which of the following is an emotional result of stress and overwork?
A) Accomplishment
B) Motivation
C) Burnout
D) Promotion
8. People feel more engaged at work when their job has...
A) Strict deadlines
B) Purpose and meaning
C) Extra meetings
D) Longer hours
9. Which factor directly improves work-life balance?
A) Overtime every day
B) Constant supervision

C) Remote work
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D) Public recognition
10. Employees who don’t feel seen or valued often lack...
A) Recognition
B) Flexibility
C) Promotion
D) Leadership
11. A clear opportunity to grow and move up the career ladder is called...
A) Salary
B) Burnout
C) Promotion
D) Benefits
12. What builds trust between managers and employees?
A) Criticism and control
B) Transparency and support
C) Isolation
D) Less communication
13. High staff turnover usually means that...
A) Employees are satisfied
B) Many people are promoted
C) Employees are leaving often
D) There is strong leadership
14. Which term describes the shared atmosphere, values, and behavior in a
workplace?
A) Leadership
B) Company culture
C) Accomplishment
D) Salary
15. What helps reduce conflict and improve collaboration?
A) Micromanagement

B) Team spirit
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C) Autonomy
D) Benefits

Exercise 4. Translate into English:
1. 3anmoBoneHHS BiJl pOOOTH € KJIIOUOBUM YNHHUKOM YTPUMAaHHS IPaIliBHUKIB.

2. KepiBHUILITBO KOMIIaHii BUCOKO OIIHUIIO ii podeciiiHe JOCSITHEHHS.

W

'myukuit rpadik poOGOTHM [gomomarae JOCSATTH Kpamoro OajaHCy Mix
KHUTTSIM 1 poOOTOIO.

Bona oTrpuMarna miiBUIIIEHHS MiCJIsl IBOX POKIB HAMOJIETIMBOI Mpalli.
TokcuuHe cepeloBUILle MOXKE MPU3BECTU 10 EMOIIMHOTO BUTOPAHHS.

V 1iif koMnaHii iHY€ThCS aBTOHOMHICTb Ta IHHOBAIII].

Kosen cniBpoOITHUK MOBUHEH BiA4yBaTH, 1110 HOro pobd0Ta Ma€ CeHC.

® Nk

[licnss HEraTUBHOIO NOCBIY 3 NONEpPEIHIM HA4yaJbHUKOM BIH HE JIOBIpS€

HOBOMY KEpIBHUIITBY.

9. Konu mpaiiBHUKA HE OTPUMYIOTh 3BOPOTHOTO 3B’SI3Ky, BOHHM BTPAdarOTh
MOTHBALIO.

10.Bona oTpumana BU3HaHHA 3a YCIIIIHE 3aBEPIIEHHS MI)KHAPOJIHOTO MTPOEKTY.

11.Iuctanuiiina poboTa cTajia HOPMOIO B 0ararb0X KOMMIaHIAX MiCIs MaHAeMIi.

12.BoHr OpONOHYIOTh YYyJOBUM MakeT MUIbI, BKJIOYAOYM MEIUYHE
CTpaxyBaHHS.

13.KynbTypa komMnaHii NiATPUMY€ PIBHICTh Ta 1HKIIIO3IIO.

14.Mu mparHemMO 3MEHIIWTH IUIMHHICTh KaJpiB IUIAXOM IOKpAIEHHS yMOB
nparii.

15.Komananauii 1yx 1onomarae yHUKaTH KOH(MJIIIKTIB Ta CTpecy.

16.11po3ope KepiBHUIITBO 3MIIHIOE JIOBIPY MK MEHEIXKEPAMU Ta IEPCOHATIOM.

17.MeTta 1pboro TpeHiHry — OiATpUMAaTH IpodeciiiHe 3pOCTaHHS MPaIliBHUKIB.

18.Konu criBpoOITHUKH MatOTh CBOOOY MpHUIMATH pillIeHHS, iX e()EKTUBHICTh

3pOCTaE.

19.HenocTaTHs omiaTa mpaiii 4acTo CTa€ MPUUYUHOIO 3BIIbHEHb.
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20.Ixni  kopmopaTHBHI  IIHHOCTI  BiANOBIJAalOTL  MOIM  OCOOHMCTHM

MePEKOHAHHSIM.

Exercise 5. Fill in the gaps in the every paragraphs

Word Bank (use each once):

job satisfaction, feedback, autonomy, leadership, recognition, burnout,

inclusive culture, accomplishment, remote work, flexibility

“\ Paragraph 1:

Modern companies have realized that salary alone does not guarantee high (1)
. Employees today look for respect, a sense of purpose, and the

chance to grow. One important factor is consistent (2) , Which

helps workers improve and feel supported. Many people also value (3)
— the ability to make their own decisions and manage their time.

Effective (4) can motivate staff and create a productive

atmosphere, while poor management often leads to frustration.

“\ Paragraph 2:

In the post-pandemic era, (5) has become more common, offering
people greater (6) to balance their work and personal lives.
However, without recognition and connection, remote workers may feel
isolated. That’s why companies must maintain an (7) that supports
all employees equally. Public (8) of hard work increases morale
and reduces the risk of (9) . Finally, celebrating each team

member’s (10) builds trust and long-term loyalty.
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GRAMMAR FOCUS : REPORTED SPEECH

What is Reported Speech?

Reported Speech (Hempsima moBa) is the way to render somebody’s words, not to
quote them (word by word).

Direct Speech: She said, “I enjoy my job.”

Reported Speech: She said that she enjoyed her job.

1. TENSE SHIFT

In most cases, if the action took place in the past, we change the tense of the

sentence:

Direct Speech Reported Speech

“I work hard.” He said he worked hard.
“I'm tired.” She said she was tired.

“We have finished.” They said they had finished.
“She will call me.” He said she would call him.
“They can come.” She said they could come.

! Present Simple — Past Simple

Present Continuous — Past Continuous
Present Perfect — Past Perfect

Future (will) — would

2. CHANGE OF PRONOUNS

Change of pronouns depends on who is speaking and who is spoken about.

Direct Speech Reported Speech
“I need help,” she said. She said she needed help.
“You are late,” he said. He said I was late.
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Direct Speech Reported Speech
“We love it,” they said. They said they loved it.

3. CHANGE OF ADVERBS OF TIME AND PLACE

Direct Speech Reported Speech
today that day

tomorrow the next day
yesterday the day before

now then

here there

next week the following week

“I will call you tomorrow.” — He said he would call me the next day.

4. REPORTED QUESTIONS

! The word order is as in a statement, without “?” at the end of a sentence,

without auxiliary verbs !

YES/NO QUESTIONS:
&d Use if / whether (YKp. «uuy»):

Direct Speech Reported Speech
“Do you like your job?”” she asked. She asked if I liked my job.

“Did he get the promotion?” I asked. I asked whether he had got the promotion.

WH-QUESTIONS (WHEN, WHAT, WHY...)

&d Use the question word followed by the direct word order as in a statement.

Direct Speech Reported Speech
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Direct Speech Reported Speech
“Why are you leaving?” he asked. He asked why I was leaving.

“Where do you work?” she asked. She asked where 1 worked.

S. REPORTED COMMANDS / REQUESTS

Direct Speech Reported Speech
“Please, sit down,” he said. He asked me to sit down.
“Don’t be late,” she said. She told me not to be late.

to + infinitive for orders / requests

not to + infinitive for objections

EXAMPLES:
1. Manager: “You must respect deadlines.”

— The manager said that we had to respect deadlines.
2. Employee: “I feel stressed because of the workload.”

— The employee said he felt stressed because of the workload.
3. Director: “Will you attend the motivation training?”

— The director asked if I would attend the motivation training.
4. HR: “Why do you want to leave your current position?”’

— HR asked why I wanted to leave my current position.
5. Supervisor: “Don’t forget to submit your report!”

— The supervisor told me not to forget to submit my report.
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GRAMMAR PRACTICE

Exercise 1. Report the statements using the correct pronouns, tenses and

structure:

[E—

. “l enjoy working in this company,” she said.

“We are working on a new motivation program,” the manager said.
“He has completed the training course,” HR reported.

“They didn’t get the promotion,” she said.

“I will apply for the internal vacancy,” he said.

“She feels valued by her team,” they said.

“We need more feedback from our supervisor,” the employees said.

“My salary is not competitive,” John complained.

A A o

“Our company supports professional growth,” the director stated.
10.You must keep deadlines,” the project manager said.
11.“T was satisfied with my last job,” Maria said.

12.“We had a toxic manager in the past,” the team admitted.

Exercise 2. Report the questions:

&d Yes/No — use if / whether
& Wh-questions — use the question word (what, why, how...)

1. “Do you feel satisfied with your job?”” the manager asked.
“Why are you leaving the company?” she asked me.

“Will they attend the leadership training?” the HR officer asked.
“How often do you receive feedback?” he asked.

“Did she get the promotion?” they asked.

“Are you working remotely this month?”” my colleague asked.
“What benefits does your company offer?” she asked.

“Have you ever experienced burnout?”” the psychologist asked me.

0 =N kWD

“Can we apply for internal positions?” the employees asked.

10.“Where do you see yourself in five years?” the recruiter asked.
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11.“Is the culture in your company inclusive?” I asked him.

12.“When will the motivation session start?” the staff asked.

Exercise 3. Report the commands and requests

[E—

A S A

told someone to + verb (for orders)
asked someone to + verb (for requests)

told someone not to + verb (for objections)

. “Please, send me your updated CV,” the recruiter said.

“Don’t discuss your salary with others,” the manager said.

“Submit the report by Friday,” the supervisor told us.

“Be honest during the interview,” HR advised.

“Don’t forget to include your references,” she reminded me.

“Turn off notifications during meetings,” the team lead said.
“Please complete the satisfaction survey,” they asked.

“Don’t miss your performance review,” the coordinator warned me.

“Join the training session on time,” the instructor told them.

10.“Update your contact details,” the administrator said.

11.“Don’t be late for the Zoom call,” he said.

12.“Be respectful to your colleagues,” she told us.

SPEAKING PRACTICE

A. GENERAL DISCUSSION QUESTIONS

Task: Discuss this with your partner or write a short answer (3-4 sentences).

1.

What does “job satisfaction” mean to you personally?

. Would you rather have a high salary or a better work-life balance? Why?
. How important is recognition at work?

2
3
4.
5

What motivates you the most in a job?

. Have you ever worked or studied in a team that had bad communication?

What happened?
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. How can companies improve employee motivation?

6
7. What are some signs that an employee is not satisfied with their job?
8. What role does leadership play in job satisfaction?

9. How would you describe a “toxic workplace”?

10.Is remote work more satisfying than working in an office? Why or why not?

B. ROLE PLAY
Work in pairs. One is the Manager, the other is an Employee. Use the key
Dphrases below to guide your conversation.
Scenario 1: Discussing Job Motivation
Employee: You 're feeling unmotivated lately and want to share your concerns.
Manager: Listen and offer possible solutions (e.g., flexibility, new tasks, training).
Useful phrases:
“I feel like my work isn’t appreciated.”

o “What can we do to improve your engagement?”

o “Perhaps we could adjust your workload.”

o “Would you be interested in professional development opportunities?”

o “Thank you for being honest with me.”

Scenario 2: Job Satisfaction Survey Results
Manager: You re presenting results of a recent survey.
Employee: Ask follow-up questions and share your opinion.
Useful phrases:
e “According to the survey, only 40% feel satisfied with management
communication.”
e “That doesn’t surprise me. We often get updates too late.”
e “What will be done to improve that?”
e “We plan to introduce monthly team meetings.”

e “That’s a good first step.”
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C. EXPRESSING OPINIONS (WITH SUPPORT PHRASES)
Task: Choose one of the statements. Say whether you agree or disagree. Explain
your opinion (3—4 sentences).
Statements:
o “Money is the most important factor in job satisfaction.”
« “Remote work leads to lower productivity.”
o “Motivated employees are more loyal to their companies.”
o “Giving feedback regularly is better than giving a big reward once a year.”

o “Leadership is more important than salary.”

Supporting phrases:
o Tlagree/ disagree because...
o In my opinion...
o From my experience...
o One example is...
o Ibelieve that...

o A lot depends on...

SPEAKING CARDS

CARD 1: MY DREAM JOB

You have just finished university and are applying for your first job:

1) What kind of job are you looking for?

2) What would make you feel satisfied in your job?

Model answer:

I'm looking for a job in a creative and international company. I would feel
satisfied if I had a good team, interesting tasks, and opportunities to grow. Also, a

friendly atmosphere and fair salary are important for me.
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CARD 2: TOXIC WORKPLACE

You’ve noticed that your colleague is feeling stressed and unhappy:
1) What signs of a toxic workplace can you see?

2) What advice would you give them?

Model answer:

They often work overtime and get no recognition. There’s also a lot of gossip and
no support from the manager. I would advise them to speak to HR or look for

another position if things don’t improve.

CARD 3: OFFICE OR REMOTE WORK?

Your friend is thinking about changing from office work to remote work:
1) What are the benefits and problems of working from home?

2) Would you recommend this change?

Model answer:

Remote work offers flexibility and saves time on commuting. But it can feel
isolating and harder to stay motivated. I would recommend it if they are self-

disciplined and value independence.

CARD 4: MOTIVATING EMPLOYEES

You are a team leader and want to keep your employees motivated:

1) What actions can you take?

2) Why 1s motivation important?

Model answer:

I can offer regular feedback, set clear goals, and reward achievements. Motivation
helps people stay productive and feel valued. Without it, performance goes down
quickly.

CARD 5: YOUR MANAGER ASKS FOR FEEDBACK
Your manager wants to know how satisfied you are with your job:
1) What things do you enjoy?
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2) What things would you change?
Model answer:

I enjoy the friendly team and the interesting tasks. But sometimes the workload is
too much. 1 would like more flexibility and clearer communication from

management.

CARD 6: PLANNING A TEAM-BUILDING EVENT

You are asked to plan an event to improve team spirit:

1) What type of event would you organize?

2) How does it help job satisfaction?

Model answer:

I would organize a team cooking workshop or an outdoor activity. It helps people
relax, build trust, and communicate better. When the team is strong, the work

environment improves.

WRITING PRACTICE

WRITING TASK: COVER LETTER (MOTIVATIONAL LETTER)
Situation: You are applying for a job that focuses on employee development and
motivation. Write a cover letter explaining why youre interested and what makes

you a strong candidate.

Structure + Key Phrases:

Greeting / Introduction
I am writing to apply for the position of...

I recently saw your job advertisement on...
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Why you are interested
I am passionate about...
I believe this position matches my values, especially in...

I am highly motivated to work in a company that...

What you can offer

I have experience in...

I am skilled in...

My previous role taught me to...

I work well both independently and in teams.

Closing
I would welcome the opportunity to discuss this role further.

Thank you for considering my application.

Model Answer

Dear Hiring Manager,

I am writing to apply for the position of HR Assistant at BrightPath
Solutions. I recently saw your job advertisement and was immediately interested
because your company focuses on employee satisfaction and motivation.

I am passionate about supporting people and helping teams grow. I believe
this position matches my values, especially your focus on professional development
and work-life balance.

I have one year of experience working as an intern in a human resources
department, where I organized surveys, supported training sessions, and helped
improve communication between staff and management. My skills include strong
communication, attention to detail, and teamwork.

I would welcome the opportunity to join your team and contribute to your
company’s mission. Thank you for considering my application.

Sincerely,
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Anna Kovalchuk

ZTASK 1: Write a short cover letter (120-150 words) using these prompts:
1) Apply for a job where motivation and teamwork are important
2) Mention 1-2 values that matter to you

3) Mention 1-2 skills or experiences that make you a good candidate

4 TASK 2: Writing Mini-Interview (Short Answers)

Write full-sentence answers (3—4 sentences each) to these common questions:
1) What motivates you to work better?

2) How do you feel about working in a team?

3) What would make you feel more satisfied in your job?

4) How do you handle stress or pressure at work?

5) What does a “good leader” mean to you?
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UNIT 6: RISK IN BUSINESS
TEXT: HANDLING RISKS IN BUSINESS

In the world of business, risk is something no company can avoid. Whether
it’s launching a new product, entering a foreign market, or changing internal
structures, every decision involves a level of uncertainty. However, risk should not
be seen only as a threat — it is often the very thing that drives progress, encourages
innovation, and creates opportunities for growth.

Business leaders who fear risk too much may hesitate to make bold
decisions, while those who understand and manage it wisely are more likely to
move their companies forward. Risk, when handled with care and planning,
becomes a powerful tool rather than an obstacle. It separates stagnant organizations
from dynamic, future-oriented ones. Many of the world’s most successful
companies have reached the top because they were willing to take chances others
avoided.

For example, when Apple introduced the first iPhone, it was not guaranteed
to succeed. The company was investing heavily in a product that was completely
new to the market. Competitors doubted its success. But Apple believed in the
idea, took a calculated risk, and transformed the smartphone industry forever.
Similarly, small businesses often take risks when they invest in online marketing
campaigns or introduce a new service. If well-researched and strategically
executed, these steps can lead to significant returns.

However, taking risk is not the same as being careless. There’s a clear
difference between blind risk and calculated risk. Blind risk is jumping into the
unknown without preparation. Calculated risk, on the other hand, is based on
research, analysis, and backup plans. Businesses that survive in competitive
environments are usually those that know how to prepare for the unexpected. They
do market research, forecast trends, identify possible threats, and build flexibility

into their systems.
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Managing risk is an essential skill for any manager or entrepreneur. It
requires asking hard questions: What could go wrong? What are the consequences?
What is the worst-case scenario, and how can we respond? Smart businesses
develop risk management strategies that include emergency budgets, diversified
investments, or even insurance. Risk isn’t eliminated — it’s reduced and controlled.

It’s also important to remember that not all risks are external. Internal risks
like poor leadership, lack of communication, or toxic workplace culture can be just
as damaging as economic crises or cyberattacks. In fact, reputational risk — caused
by scandals, poor customer service, or social media backlash — can destroy a
business in a matter of days. Companies today must be more transparent, socially
responsible, and responsive to customer feedback than ever before.

Another key aspect of risk is how people react to it emotionally. In every
team, there are both risk-takers and risk-avoiders. Risk-takers are often creative
and optimistic — they push new ideas forward. Risk-avoiders are more cautious —
they notice problems before they become serious. The best teams include both
types. A company culture that respects both approaches and encourages open
discussion of potential risks is more likely to avoid disaster and embrace
innovation.

Leaders play a huge role in how risk is handled. If managers punish failure,
employees will stop trying new things. But if leaders reward smart decisions —
even if they don’t always succeed — employees become more confident and
creative. A healthy attitude toward risk doesn’t mean being reckless. It means
accepting that mistakes are part of growth, and that progress comes from trying,
learning, and trying again.

In conclusion, risk is not just a danger — it is a necessity. Businesses that
learn to embrace it, analyze it, and manage it effectively can grow stronger, faster,
and more intelligently. Playing it safe may feel comfortable in the short term, but it
rarely leads to breakthroughs. In the modern business world, the ability to take the
right risks at the right time is one of the most valuable skills any company can

have.
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COMPREHENSION TASKS

Exercise 1. Answer the questions:

1.
2.

Why is risk described as something necessary in business?
What example from the text shows how a company took a successful

calculated risk?

. What is the difference between blind risk and calculated risk?
. How do companies prepare to manage risk effectively?

. What kinds of internal risks can damage a business?

3
4
5
6.
7
8
9

Why is reputational risk considered so dangerous today?

. What kind of people usually push innovation forward, according to the text?
. How can including both risk-takers and risk-avoiders in a team be helpful?

. What role does leadership play in shaping employees’ attitude to risk?

10.What does the author say about playing it safe in business?

Exercise 2. True or False?

1.
2.

Risk is something that can be completely avoided in modern business.

Some of the world’s top companies became successful because they took
bold risks.

. Apple’s first iPhone was an instant and guaranteed success.
. Calculated risks are based on planning and research.
. Blind risk and calculated risk mean the same thing.

3
4
5
6.
7
8
9

Companies often use forecasting and backup plans to reduce risk.

. Internal risks include poor leadership and bad communication.
. Reputational risk is no longer important because of digital marketing.

. Employees avoid innovation if they fear being punished for failure.

10.According to the text, a business that never takes risks will probably not

achieve breakthroughs.

120



O 0 9

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24

ACTIVE VOCABULARY: RISK IN BUSINESS

Term

risk

uncertainty
calculated risk
blind risk

threat
opportunity
innovation
market research
backup plan
forecasting

risk management
internal risk
external risk
reputational risk
financial loss
compliance
liability
disruption
flexibility
stability

crisis

risk-taker
risk-averse

failure

Translation

PHU3HK
HEBU3HAUYECHICTh
OOTpYHTOBaHUM pU3UK
HE00lyMaHUM pU3UK
3arposa

MOKJIUBICTh
1HHOBAIIIs
MapKETUHTOBE JOCII1I)KEHHS
pE3€pPBHUM TUIAH
MIPOTHO3YBaHHSI
yIpaBJiHHS pU3UKaAMU
BHYTPIILIHIA PU3UK
30BHIIIHINA PU3UK
penyTaniiHuil pu3uK

(dhiHaHCOBI 30UTKHU

JOTPUMaHHS HOPM / PETrJIaMEHTIB

BIJIIOB1IQJIbHICTD

3puB, epediit

THYYKICTb

CTaOLIIbHICTD

KpH3a

JI0JIMHA, CXUIIbHA J10 PUBUKY
JI0JINHA, SIKa YHUKAE PU3UKY

HEBAa4da
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No Term Translation

25 leadership JEPCTBO

26 consequence HAaCJII0K

27 reward BHHAropoia

28 Investment 1HBECTHUIIIS

29 competitive advantage  KOHKypeHTHa mepeBara

30 breakthrough MIPOPUB
VOCABULARY PRACTICE

Exercise 1. Fill in the gaps with active vocabulary from the table above:

Paragraph 1

In any modern business, risk is part of every decision. While some leaders avoid it

to maintain (1) , others accept the challenge and try to turn risk into (2)
. Smart companies take (3) risks based on solid (4)
and develop a (5) in case things don’t go as expected.

The ability to take action during a (6) often depends on whether a

company has enough (7) in its strategy. Without that, a small (8)

can turn into major damage.

Paragraph 2
Different types of risk require different strategies. A data leak may cause serious
9) risk, while new government regulations may result in legal (10)

Businesses should always follow laws and maintain (11)

. Poor (12) may lead to employee dissatisfaction, which
can trigger internal (13) . On the other hand, brave decisions and
effective (14) often bring (15) and set the company apart

from its competitors.
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Exercise 2. Translate from English into Ukrainian:
1. Every business decision involves a certain level of risk.
2. Without proper planning, uncertainty can lead to serious financial loss.
3. We developed a backup plan to manage possible disruptions in the supply
chain.
. The manager took a calculated risk when entering the new market.

. Blind risk can destroy even the most successful companies.

4
5
6. They hired a consultant to help with risk management.
7. Reputational risk increased after the negative press.

8. Compliance with international regulations is essential.

9. The company invested heavily in cybersecurity to reduce threats.
10.Good leadership helps teams stay calm during a crisis.

11.Lack of communication may create internal risks.

12.His flexible attitude helped the team adapt to change.

13.She prefers stable environments and is naturally risk-averse.
14.Taking risks is part of innovation and long-term growth.

15.1f the product launch fails, the consequences will be serious.
16.They lost their competitive advantage due to poor strategy.
17.0ur goal is to turn every challenge into opportunity.

18.Strong brands recover quickly from failure.

19.Risk-takers often drive creative solutions in business.

20.The decision led to a breakthrough in the industry.

Exercise 3. A) Match terms with definitions:

Term Definition

1. calculated risk A. a danger to a company’s public image

2. disruption B. financial responsibility or legal obligation
3. reputational risk C. failure to follow legal rules

4. innovation D. risk based on planning, not guesswork
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Term Definition

5. liability E. new methods, ideas, or products

6. compliance F. unexpected stop or interruption in operations

7. backup plan G. being flexible or ready for change

8. flexibility H. secondary plan used if the first one fails

9. forecasting L. ability to predict future trends or outcomes

10. competitive advantage J. a benefit that makes a company stronger than others

B) Complete the collocations, choosing the words from the list below:

risk, plan, leadership, opportunity, pressure

11.take a calculated
12.under strong
13.backup
14.effective

15.business

GRAMMAR FOCUS: REACHING AGREEMENT & RISK
CONDITIONALS & USEFUL STRUCTURES FOR REACHING
AGREEMENT

PART I: CONDITIONALS
In the context of business risk, conditional sentences are often used to discuss

possible outcomes, contingency plans, or negotiations.

FIRST CONDITIONAL : real condition in the future

FORM: If + Present Simple, will + base verb
EXAMPLE:
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If we invest in this project, we will increase our market share.

Axwjo mu ineecmyemo 6 yeti NpoEKm, Mu 30LIbUUMO HAULY YACMKY PUHK) .

Second Conditional : a hypothetical / unlikely situation

FORM: If + Past Simple, would + base verb
EXAMPLE:

If I were the CEO, I would take more risks.
Axou s 6ys CEO, s 6 puzukyeas binvue.

THIRD CONDITIONAL : a past situation that cannot be changed
FORM: If + Past Perfect, would have + past participle

EXAMPLE:

If we had launched the product earlier, we would have dominated the market.

Axou mu 3anycmunu npodykm pauiuie, Mu 6 00OMIHY8AIU HA PUHK).

MIXED CONDITIONAL : past condition — result in the present

EXAMPLE:
If they had taken that risk, they would be industry leaders now.

Axbu 60HU niwu Ha yeu pusux, mo 3apas oyau 6 ridepamu 2anysi.

PART II: BUSINESS PHRASES FOR REACHING AGREEMENT
These phrases are often used in negotiations when the parties are agreeing on

terms, including risks.

Useful Phrases:

1 see your point, but...

I'm afraid I can’t agree with that.
What if we...?

1'd be willing to consider that if...
Let’s find a compromise.
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That sounds reasonable.

If we do this, what do we get in return?

GRAMMAR PRACTICE

Exercise 1. Fill in the correct form:

1.

0 =N kWD

Ifwe  (nottake) that risk, we won’t grow.

If the market improves, we  (launch) the product this autumn.

If I were the CFO,1I  (reduce) unnecessary expenses.

If they had prepared better, they ~ (win) the contract.

If we don’tactnow,we  (lose) our position.

If our leadership was stronger, we  (avoid) this crisis.

If she had analysed the data correctly, we ~ (not make) that mistake.
Ifyou  (give) us a discount, we will place a larger order.

If we had saved more money, we (invest) in new equipment.

10.If 1 (be) in your place, I would wait for the next quarter.

11.1f the risk had been too high, we (withdraw) from the deal.

12.1f they (listen) to expert advice, they wouldn’t have failed.

13.We’ll delay the launch if the report (not arrive) on time.

14.1f more companies adopted this model, the industry (benefit).

15.1f the board had voted yes, the plan (go ahead).

Exercise 2. Rewrite the sentences using the conditional type in brackets:

1.
2.

If we sign the agreement, the risk will be minimal. (— 2nd conditional)
If they had more experience, they would manage the risk better. (— Is¢

conditional)

. If the data breach had been reported earlier, we would have avoided fines.

(— 2nd conditional)

If the market is stable, we will launch next month. (— 3rd conditional)
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. If he listened to feedback, he would make better decisions. (— 3rd

conditional)

If we reduce costs, we will survive the recession. (— 2nd conditional)

. If she were in charge, the deal would be signed. (— Ist conditional)

. If they had tested the product properly, it would have performed better. (—

1st conditional)
If the leadership had been stronger, we would have avoided that crisis. (—

2nd conditional)

10.If we hire more staff, the workload will decrease. (— 3rd conditional)

11.If I were you, I would not invest right now. (— Ist conditional)

12.If we don’t fix this issue, clients will complain. (— 3rd conditional)

13.1f they had consulted legal experts, they would have avoided liability. (—

1st conditional)

14.1f the competitors lower their prices, we will lose clients. (— 2nd

conditional)

15.If our team had been better prepared, we would have won. (— Ist

conditional)

Exercise 3. Translate conditional sentences into English:

1.
2.

SAxOu MU 1HBECTyBaJIK paHille, MH O y>ke Majid IpHOYTOK.
Skio kommaHis HE MIATOTYEThCS JI0 PHU3HMKIB, BOHA MOXE BTPaTUTHU

KJIIEHTIB.

. S1xOu BiH poaHali3yBaB PUHOK, MU O YHUKHYJIH LIMX TOMUJIOK.
. SIKI10 MM 3HU3MMO LIHH, MU 3JIy4YMO HOBUX MOKYTIIIIB.
. Sxuo O BOHM Maju Kpaluii miaH, BOHU O He MPOBAIMIIN IEPETOBOPH.

3
4
5
6.
7
8
9

Skiio Bce mije 3a MIaHoOM, MU 3aITyCTUMO MPOEKT y BEPECHI.

. SIkOu s1 OyB KEpIBHUKOM, 1 O HE MiAMKCYBaB L0 YTOY.
. Slkmo komaHza mpaloBaTUME pa3oM, BOHA MO10JIa€ Oy Ib-IKUN PUBHK.

. SIk1o Mu He 3HaliIeMO KOMIIPOMIC, YTroja 31pBEThCHI.

10.1x6u Mu Manu pe3epBHUM IJIaH, MU O BiJipearyBajiu IMIBUIIIIE.
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11.lkmo koMmIaHiss MOPYLIUTh TpaBUjia, BOHA HECTUME HOPUIUUYHY
BIJIIOB1IQJILHICTb.

12.5lx6u BOHU HE ITHOPYBAJIM MOMEPEIKEHHS, HE OyJi0 O Kpu3n/

13.5k110 KJIIEHTH 3aJUIIATHCS HE3a10BOJICHI, 11€ BIUTMHE HA PEMyTalliio.

14.Sxmo 6 BoHu nuBepcudiKyBaau IHBECTHUIIIT, BOHU O HE BTPaTUIIH BCE.

15.5kmio s oTpuMaro MiATBEPKEHHS 10 BeUOpa, s MIAMUIITY KOHTPAKT.

16.51k61 MU BUKOPUCTOBYBAJIM IPOTHO3YBaHHs, MU O Kpallle TiArOTyBaJIUCh 10

3MIH.

Exercise 4. Choose the correct option:

1. If we don't manage the risk properly, we  aserious loss.
A) had faced
B) would face
C) will face
D) have faced

2. IfI __ more data, I would make a stronger proposal.
A) have
B) had
C) will have
D) would have

3. Ifthe CEO had accepted the offer, the deal ~ signed.
A) will be
B) would be
C) would have been
D) was

4. If we reduce the price by 10%, they  the contract.
A) will sign
B) would sign
C) signed
D) sign
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. I’d agree to the deal if we  better terms.

A) would get

B) got

C) get

D) getting

. If you had called them earlier, we _ the mistake.
A) avoided

B) would avoid

C) had avoided

D) would have avoided

. Ifwe  forecasting tools, we would know the risks in advance.
A) used

B) use

C) had used

D) would use

. IfIwereyou,I that investment.

A) won't make

B) wouldn’t make

C) didn’t make

D) haven’t made

. If we miss the deadline, the client  the offer.
A) cancels

B) cancel

C) will cancel

D) cancelled

10.1f they had prepared properly, they the deal.

A) would have closed
B) close
C) will close

D) would close
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11.1f we negotiate carefully, we  an agreement.
A) would reach
B) will reach
C) reached
D) had reached
12.Whatifwe  the launch until Q4?
A) delay
B) delayed
C) will delay
D) had delayed
13.1f she  more confident, she’d lead the team better.
A)is
B) will be
C) was
D) had been
14.1’d be willing to consider the idea if the budget ~ increased.
A)is
B) were
C) will be
D) would be
15.1f we had hired more analysts, we  these risks earlier.
A) saw
B) would see
C) would have seen

D) had seen
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Exercise S. Rewrite sentences using phrases for Reaching Agreement:

I see your point, but..., I'd be willing to consider that if..., What if we..., That
sounds fair / reasonable, Let’s find a compromise, I'm afraid I can’t agree with
that, Could we possibly...?, How about we..., We might be open to that if..., It
would only work if...

[E—

. No, we won’t lower the price.
We need to end this discussion.
That idea doesn’t make sense.
This proposal is too expensive.
Y ou must change the contract.
We can't accept these terms.
That timeline is impossible.

It’s your fault the deal failed.

A A o

You’re asking for too much.

10.We will only proceed if you pay more.
11.You didn’t prepare properly.

12.We’re not interested in this offer.
13.You need to fix this problem now.
14.We want a better deal.

15.We disagree completely.

SPEAKING PRACTICE

ROLE-PLAY: RISK MEETING

Situation: You are part of a team planning the launch of a new product. You need

to decide which course of action to take:
e launch quickly, but with some risk

e or postpone the launch, at the cost of losing your competitive advantage.
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Roles:
e Project Manager — more risk-averse
o Marketing Lead — prefers fast action
o Financial Director — wants detailed forecasting

o CEO — wants final decision and team agreement

Useful phrases:

I see your point, but...

We can’t afford to...

What if we...

Let’s weigh the risks against the benefits.
How about launching in two phases?

That would only work if...

SPEAKING ACTIVITY 1: BUSINESS DISCUSSION QUESTIONS

Discuss with your partner / group:
1. What’s the biggest risk you think a company can take in today’s market?
2. Can you think of a situation when taking no risk is more dangerous than
taking one?
3. How important is it to have both risk-takers and risk-avoiders in one team?
4. Have you ever taken a professional or academic risk? What was the result?

5. Is reaching agreement always better than standing your ground?

SPEAKING ACTIVITY 2: DISCUSSION CARDS (PAIR WORK OR
GROUPS)
Take a card & discuss during 3 min.
Cards:
1. “A colleague wants to cut the project timeline by 50%. What would you

say?”
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2. “You believe the risk is too high, but your manager insists. What’s your
response?”’

3. “Your team is stuck between two risky decisions. How do you help reach
agreement?”

4. “A new idea has great potential but no data. Should you support it?”

5. “The client demands something that goes beyond your contract. What do

you do?”

Speaking focus vocabulary: mitigate risk, weigh options, push forward, hold
back, reach consensus, take a leap, assess the impact, fallback strategy,

unacceptable terms, last-minute change

WRITING PRACTICE

WRITING TASK 1: BUSINESS EMAIL: SUGGESTING A RISK-AWARE
SOLUTION
Situation: Your colleague has proposed an aggressive marketing campaign with a
high budget. You believe this is risky and would like to suggest a less risky
alternative.
Task: Write a formal email (120-150 words) in which you:

e thank them for the 1dea;

e express your concerns about the risks;

e propose an alternative solution;

e use 3-5 phrases to reach an agreement.
MODEL ANSWER : BUSINESS EMAIL

Subject: Re: Marketing Campaign Proposal
Dear Mark,
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Thank you for sharing your ambitious idea for the upcoming campaign. I
appreciate your creativity and the potential impact it could have on our market
position.

That said, I do have some concerns regarding the budget and the level of risk
involved. Launching such a high-cost initiative without guaranteed ROI might put
our quarterly targets at risk.

What if we start with a smaller-scale version and monitor initial results
before expanding? That would allow us to test the waters and adjust if necessary.
I’d be willing to support a phased launch if we can agree on measurable KPIs.
Let’s discuss it further and find a solution that balances innovation and caution.

Looking forward to your thoughts.

Best regards,

Anna

WRITING TASK 2: RISK ASSESSMENT REPORT (MINI-REPORT)
Task: Write a short business report (150—180 words) in which you:

e assess the risks associated with launching a new product;

¢ identify the three main types of risk (financial, reputational, operational);

e propose specific actions to mitigate each of these risks.

MODEL ANSWER : REPORT
Risk Assessment Report — Product Launch Q4
This report outlines the main risks associated with the upcoming product launch
planned for Q4.
o Financial Risk:
There is a risk of overspending due to rising production costs. To mitigate
this, we recommend renegotiating supplier contracts and setting a strict

spending cap.
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o Reputational Risk:
A rushed launch may result in quality issues, which could damage the brand.

We suggest extending the testing phase by two weeks to ensure reliability.

o Operational Risk:
The logistics team is currently understaffed, which may affect delivery

timelines. Hiring two additional coordinators and implementing weekly

check-ins will reduce the chance of delays.

In conclusion, these risks are manageable if addressed early. A follow-up

review is scheduled in two weeks.

Prepared by:
Operations & Strategy Team
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UNIT 7: MANAGEMENT STYLES
TEXT: MANAGEMENT STYLES IN THE MODERN WORKPLACE

The role of managers has undergone a dramatic shift in the 21st century. In
the past, management was often about control, structure, and authority, but modern
workplaces demand a more flexible, human-centered approach. With rapidly
changing technologies, globalized teams, and diverse expectations from younger
generations, the ability to lead effectively depends not only on business knowledge
but also on emotional intelligence, adaptability, and communication. A manager's
style has a direct impact on team performance, motivation, and even company
culture.

In many organizations today, leaders must strike a balance between control
and collaboration. In some situations, they may need to act quickly and decisively,
while in others, it is more effective to involve the team in decision-making
processes. This dynamic use of different styles can mean the difference between
success and failure. A manager who always imposes their own vision without
listening to employees might complete tasks on time, but over time they risk
damaging morale. On the other hand, a manager who listens too much and
hesitates to act may cause confusion and delay. Therefore, leadership is no longer
about choosing one strict style, but about applying the right approach at the right
moment.

It is not unusual to find managers who still rely on traditional authoritarian
methods. They believe that authority must be visible and unquestioned, and that
people work best under pressure. In some industries — such as manufacturing or
logistics — this kind of direction may be necessary. However, in knowledge-based
sectors like IT or marketing, such rigidity can limit innovation and push creative
employees away. People want to feel heard, respected, and trusted. When they do,
they tend to contribute more actively, stay longer in the company, and even

develop into future leaders themselves.
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Some of the most admired modern leaders are those who manage by
inspiration rather than fear. They clearly communicate their vision, set high
expectations, and support their team in reaching goals. This approach has proven
especially effective in fast-moving industries, where motivation and creativity are
essential for success. However, not all teams function in the same way. What
works for a start-up filled with young developers may not work for a traditional
accounting firm. The context — both cultural and professional — matters a lot. In
some countries, employees expect more structure and direction. In others,
independence and autonomy are preferred.

Another important factor is the growing popularity of remote work.
Managing a team you don’t see every day requires a unique mix of trust, digital
communication skills, and empathy. Micromanaging at a distance rarely works and
often leads to frustration. Successful virtual managers set clear expectations,
schedule regular check-ins, and give their teams space to operate. They measure
success by results rather than hours worked, and they understand that flexibility
can be more productive than strict rules.

One of the most interesting trends in recent years is the rise of servant
leadership. This philosophy sees the leader not as the top of the pyramid, but as a
supporter who removes obstacles for their team. The servant leader focuses on
listening, developing others, and making ethical decisions. While it may sound
idealistic, many companies that adopt this model report higher employee
satisfaction and better performance. It also fits with the values of younger
generations who want to work in organizations that care about more than just
profit.

Of course, not every manager fits neatly into a category. The most effective
leaders are those who are aware of their own style, but also willing to adjust it
based on the needs of the team, the situation, and the company’s goals. They
combine discipline with flexibility, vision with empathy, and control with
openness. They provide direction without suppressing individuality, and they hold

people accountable without creating fear.

137



In conclusion, management today is less about giving orders and more about
building relationships, solving problems together, and growing people. Leadership
1s a skill that must be learned, practiced, and adapted. In a business world that
constantly changes, managers who remain stuck in one way of thinking will be left
behind. Those who are open to learning, listening, and leading with humanity will

shape the future of work.
COMPREHENSION TASKS

Exercise 1. Answer the questions:
1. What are some modern expectations from managers in the workplace?
. Why can using only one management style be ineffective?
. What are the risks of an overly authoritarian manager?
. Why might traditional management not work well in creative industries?

. What are the benefits of employees feeling trusted and respected?

2
3
4
5
6. How does cultural background influence management expectations?
7. What challenges do remote managers face?

8. How do successful virtual managers build trust?

9. What is servant leadership, and how does it differ from traditional models?

10.What qualities make modern leaders effective in today’s business world?

Exercise 2. True or False?

1. Modern management is mainly about giving strict orders.
Managers should always use the same style to stay consistent.
Autocratic leadership can damage team morale over time.

All industries benefit from a democratic management style.
Employees work better when they feel respected and involved.
Cultural values can affect how people expect to be managed.

Micromanaging remote teams increases productivity.

® NS e wDd

Servant leaders prioritize the growth and wellbeing of their teams.
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9. A manager who listens too much may delay decisions.

10.Good leadership means adapting style to context.

ACTIVE VOCABULARY: MANAGEMENT STYLES

English Term / Phrase
authoritarian

autonomy

conflict resolution
decision-making
democratic

directive approach
emotional intelligence
employee satisfaction
employee turnover
feedback loop

flexible leadership
goal-oriented
innovation-driven
laissez-faire

leadership

management style
micromanagement
organizational culture
participative management
professional development
remote team

results-based management

Ukrainian Translation
aBTOPUTAPHUU

aBTOHOMIS

BUPIIICHHS KOH(IIIKTIB
MPUUHSTTS PillIEHb
JNEMOKpPATUYHHUI
TUPEKTUBHUM M1IX1]
E€MOIIAHUI THTEIEKT
3a/I0BOJICHICTh IPaI[iBHUKIB
TJIMHHICTD KaJIpiB

LUKJI 3BOPOTHOTO 3B’ SI3KYy
THYYKe JIIJEPCTBO
OplEHTOBAHUU Ha ITLJI1
OpIEHTOBAHUI Ha IHHOBAITI]
nece-dep / MiHIMaNIbHE BTPYUYaHHS
JEPCTBO

CTWJIb YIIPaBJIiHHSA
HaJIMIPHHUI KOHTPOJIb
oprasizailiiiHa KyJbTypa
YIPaBIiHHS 3 y4acTIO KOMaHIU
npodeciiiHuil PO3BUTOK
BiJIJIaJieHa KOMaH/a

YIOPAaBIIIHHS, 32CHOBAaHE Ha
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English Term / Phrase

servant leadership
task delegation

team engagement

Ukrainian Translation
pe3yJiibTaTax

CIIyTyIOue J1JEPCTBO
JEeTIETyBAHHS 3aBIaHb

3aJIy4YCHHS KOMaH/Inu

team morale MOpaJbHUM JyX KOMaHIU

transformational leader TpanchopMaIiiHui Jiaep

trust-building dbopmyBaHHS 10BipH

vision sharing o OaueHHs

workplace dynamics JTMHaMIKa poO0Yoro cepeoBHINa
VOCABULARY PRACTICE

Exercise 1. Fill in the blanks using active vocabulary:

1. A good manager promotes by trusting employees to make

Managers with strong are better at resolving team conflicts.

Leaders must adjust their depending on the situation.

decisions.
2. Poor can lead to frustration and lack of innovation.
3. Companies with strong attract and retain talent.
4. Servant leadership focuses on rather than control.
5. In some firms, high leads to constant retraining of staff.
6. One benefit of is that team members feel respected and heard.
7.
8.
9.

1s especially important when leading remote teams.
10. Autocratic leaders rarely allow of tasks to junior staff.
11.When everyone shares the same , collaboration improves.
12.A team with high will stay productive even during stress.
13.Start-ups often prefer leadership to encourage new ideas.

14.The company introduced training programs to support
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15.0pen communication supports a healthy

Exercise 2. Match the terms with their definitions:

Terms:

1. servant leadership

2. micromanagement

3. autonomy

4. emotional intelligence

5. task delegation

6. organizational culture

7. vision sharing

8. employee turnover

9. participative management

10. conflict resolution

11. trust-building

12. feedback loop

13. transformational leader

Definitions:

A. Ability to understand and manage emotions in
yourself and others
B. Involving team members in decision-making
C. Leaving and joining employees within an
organization

D. Giving team members freedom to make their
own decisions

E. A system of giving and receiving responses
regularly

F. Guiding and inspiring people through shared
purpose

G. Manager who supports the team’s needs before
their own

H. The informal and formal relationships in a
company

I. Creating a sense of psychological safety and
reliability

J. Too much control over small details
K. Assigning tasks to others based on skills
L. Creating alignment by communicating long-term
goals

M. Focused strongly on targets and achievement
N. Solving disagreements between people in the
workplace

O. Shared values, beliefs, and behaviours in a
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company

14. workplace dynamics

15. goal-oriented

Exercise 3. Word Formation. Form the correct part of speech (noun, verb,

adjective or adverb) using the word in brackets and complete the sentence:

1. His style encouraged innovation and creativity. (transform)

2. Too much can demotivate experienced workers. (manage)

3. Emotional 1s essential for effective conflict resolution.
(intelligent)

4. The CEO i1s known for her communication skills. (lead)

5. We need to improve the team’s before the next big project.
(engage)

6. The manager gave everyone  to complete tasks their own way.
(autonomous)

7. He often avoids giving feedback, which causes

(communicate)

8. There was a sudden increase in staff last month. (turn)

9. The meeting encouraged open among departments.
(collaborate)

10. A good leader provides not just instructions, but also . (inspire)

11. Her decision saved the company thousands of dollars.
(strategic)

12. Our company values and ethical behaviour. (responsible)

13. Strong can unite diverse teams. (organize)

14. They reached an agreement after a long process of . (negotiate)

15. He lacks to complete the job without supervision. (rely)
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GRAMMAR FOCUS: PAST CONTINUOUS & USED TO/ WOULD IN
BUSINESS COMMUNICATION

PAST CONTINUOUS (for past actions in progress)

FORM: was/were + V-ing

USE:
1. An action that was taking place at a specific point in the past.
2. A background action against which something else took place.

3. To describe processes that were taking place at that time.

EXAMPLES:
1. The manager was giving feedback while the team was discussing the project.
2. At 3 p.m. yesterday, we were presenting our new strategy.

3. While I was working remotely, my supervisor was calling me every hour.

Used to / Would (for description of past habits)
Used to + V1

USE: fo describe habitual actions or states in the past that are no longer taking

place.

EXAMPLES:
1. I used to work in a very hierarchical company.
2. Our boss used to make all the decisions without asking us.

3. We used to have weekly meetings.
Would + V1

USE: For repeated past actions (but not for states!), often used in narrative

descriptions.
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EXAMPLES:
1. Every Monday, the manager would hold a short team huddle.

2. Back then, she would arrive early to check everyone’s progress.

NOTE:

X I'would have a car when I was young — X would is never used to denote states

(states require “used to”’)

[ used to have a car when I was young. V'

STRUCTURES:

Form Examples

Past Continuous He was discussing the project at 10.
Used to + V1 They used to follow a strict schedule.
Would + V1 She would send daily reports.

GRAMMAR PRACTICE

Exercise 1. Fill in the correct form:

1. At 9 a.m. yesterday, the manager the team meeting. (start)

2. While we the report, the client called unexpectedly. (write)

3. She to the HR department when I entered her office. (talk)

4. The employees for feedback during the entire week. (wait)

5. They about leadership strategies when the fire alarm rang.
(discuss)

6.1 with a client when the power went out. (negotiate)

7. The assistants the documents when the CEO arrived. (print)

8. We on the team structure during the whole afternoon. (work)

9. While John his presentation, we prepared the reports. (give)

10. 1 to email him, but I forgot. (mean)



11.

12.

13.

14.

15.

While the developers bugs, the designers were testing visuals.
(fix)

We the meeting room when the guests showed up. (clean)

At that time last year, our company a new department. (launch)
They their performance results during the coffee break.
(compare)

You your phone again during the discussion! (check)

Exercise 2. Insert either USED TO or WOULD where possible. For some

sentences only one option is possible:

Note: use only “used to” with state verbs (e.g. ‘be’, ‘have’, ‘know’)

O© o0 3 O »n K~ W N =
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if the action is repetitive — you can use both “would” and “used to”

. Our manager give us motivational talks every Monday.
N work in a much stricter environment.

. She have her own office before the company moved.

. Every Friday, the team order lunch together.

. He be the most respected director in the company.

. We meet regularly to review project timelines.

. My previous boss listen carefully to everyone’s feedback.
. They feel ignored by upper management.

. When we had a smaller office, | share a desk with my colleague.
. Back in 2015, we have no formal HR system.

. The CEO visit each department once a month.

A enjoy working late, but now I value my free time more.
. We have monthly staff parties before the budget cuts.

. The leadership team focus more on short-term gains.

. She always say, “Communication is key.”
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Exercise 3. Fill in the correct form of the verb in brackets. Use Past

Continuous, Used to, Would:

l.

10.
11.
12.

13.
14.
15.

While the manager (speak) to the board, the assistant was

printing slides.

N (work) in a shared office before the company moved to an

open-space plan.

. Every Monday, we (have) a quick strategy meeting.

. They (develop) a new policy when the CEO unexpectedly
arrived.

. We (not understand) the old reporting system very well.

. Our boss (arrive) early and check all the KPI reports before 9
a.m.

. While we (discuss) the budget, the accountant was making
calculations.

. The HR team (organize) monthly team-building events.

. At 2 p.m. yesterday, | (meet) with the legal department.
Back then, we (communicate) mostly by email.
She (always/support) her team, even during stressful deadlines.
While 1 (write) the contract, he was reviewing the client’s
proposal.
We (have) lunch with our mentor every Friday.
They (not follow) clear procedures before the policy change.
Our department (implement) a new structure when I joined the
team.

Exercise 4. Translate the sentences into English using Past Continuous, Used

to, Would:

l.
2.
3.

Panimie s mpairoBaB y KoMnaHii 3 aBTOPUTAPHUM CTUJIEM YIIPaBIIIHHSL.
VY Toit yac, KoM BiH TOBOPUB 3 KJIIIEHTOM, 51 IEPEBIPSAB €IEKTPOHHY MOIITY.

Haira komana KOIUCh NIOTHAKHS MIPOBOAMIA OPEUHIITOPMHU.
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. 51 3BUK MaTu OKpeMuii KabiHEeT, KOJIM MpaloBaB y cTapiil Gpipmi.
. Mu 00roBoproBaiau pu3suKH, KOJIHU 3’ IBUBCS AUPEKTOP.

. BoHu 3aBx& a1 AUTHIIKCS 3BOPOTHUM 3B'SI3KOM TICHS 3yCTPIUEH.

. Panimie BoHa He feneryBaia 3aB/laHb HIKOMY.

. Y TOil MOMEHT MU HamMarajaucs 3HalTH KOMIIPOMIC.

O 0 9 N n s

. Mu manu 6ararto 3ycTpiueit rnepes BaKJIMBUMU MTPE3CHTAIISIMHU.
10. Komana TecTyBana HOBUM NPOIYKT, KOJIU KIIEHTH TPUOYIIH.
11. 5 vacTo 3anumaBcs 10Mi3Ha, 00 3aBEPIIUTH 3BITH.

12. Mu He 3BHKJIM MpaIloOBaTH BiAAJICHO.

13. ¥V TOii yac MU aKTUBHO IIyKaJIH 1HBECTOPIB.

14. Panime AMpeKTOp KPUTHUKYBAB yCI1 HAIII 171€1.

15. Konu BoHa rotyBajna npe3eHTallio, MU HalalllTOBYBalIl TEXHIKY.
16. Bonu momicsitis opraHizoByBajil KOPIOPATUBHU.

17. 51 He 3BepTaB yBary, 00 mpaifoBaB HaJl TEPMIHOBUM 3aBJaHHSIM.
18. Mu konuch 0617a71 pa3oM IO STHHIII.

19. ¥V MuHyJIOMYy MEHEKEPHU HE CIyXally MpalliBHUKIB.

20. YV Toii yac s caMme MPOXOAUB CIIBOECIAY B 1HIITY KOMIIAHIIO.

Exercise 5. Rewrite the sentences using Past Continuous, Used to, Would:
1. In the past, I worked late almost every night.

. She regularly met with her team every morning.

. Yesterday at 10 a.m., they discussed the new performance strategy.

. I had a separate office before the company moved.

. Back then, we didn’t organize any team-building activities.

. While he made a presentation, the assistant took notes.

. We always respected our previous manager.

. At 2 p.m. yesterday, I prepared reports for the meeting.

O© 0 3 O DN K~ LW DN

. I worked in a company with a very formal culture.

p—
S

. They ignored employee feedback in the past.

[
[E—

. While I read the feedback form, she explained the changes.
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12. Our boss constantly corrected every little mistake we made.
13. The HR manager had a flexible schedule before the reorganization.
14. At this time last week, they held a crisis meeting.

15. I drank coffee and reviewed the project when you called me.

SPEAKING PRACTICE

SPEAKING CARDS (x4)
CARD 1 - DESCRIBE & REFLECT
Describe a manager you’ve worked with (or know about). What was their
management style? Was it effective? Why/why not?
CARD 2 - COMPARE & CONTRAST
Compare an autocratic leader with a democratic one. In what situations would
each style be appropriate?
CARD 3 - REAL-LIFE PROBLEM
Your company is facing a productivity crisis. What leadership style would you
choose to solve it? Justify your answer.
CARD 4 - TEAM SCENARIO
Imagine your team is struggling with motivation. What would you do as a manager

to improve engagement and trust?

MINI DEBATE (IN PAIRS OR SMALL GROUPS)

Topic: There is no room for authoritarian leadership in modern companies.
Student A: Defend the statement.

Student B: Oppose the statement.

Then, group discussion: In what industries could authoritarian leadership still be

effective?
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ROLE PLAY: LEADERSHIP STYLES IN ACTION

Situation: Your company has just launched a new project. The manager must
choose how to lead a diverse team.

Student A (Manager): You prefer a laissez-faire approach.

Student B (Team Lead): You believe in structure and want clear instructions.
Student C (Creative member): You want freedom to experiment.

Student D (Junior staff): You feel lost and want more guidance.

Task: Hold a team meeting. Try to agree on a management style. Then have a
brief discussion: “Was the leadership style effective for everyone?”
“THIS OR THAT” - MANAGEMENT EDITION
One assesses the situation, while the other chooses between two options and
explains their choice.
Examples:
e Your team misses every deadline.
&4 Would you use strict supervision or flexible trust?
« You’re leading a creative team on a new project.
& Would you use laissez-faire or directive leadership?
o There’s a conflict between two employees.
& Would you intervene immediately or let them solve it?
« Your boss micromanages everything.
& would you confront them or adapt to their style?
o The team lacks motivation.

& Would you offer rewards or inspirational goals?

“THE IDEAL MANAGER” DISCUSSION
Task: Discuss the three qualities or skills that an “ideal manager” should possess
in today’s world. Make a list and explain your choices. Then exchange ideas with

the other groups.
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JOB INTERVIEW: WHAT TYPE OF MANAGER ARE YOU?

One student is applying for a management role, the other — for an HR role.
HR asks the following questions:

1. How would you describe your leadership style?

2. How do you motivate your team?

3. How do you handle conflict?

4. What would your team say about you?

GROUP SURVEY & REPORT
o Ask your groupmates:
What management style would you prefer to work under?
o Options:
o Authoritarian
o Democratic
o Laissez-faire
o Transformational
o Servant leader

« Count, make a mini-presentation about their preferences.

WRITING PRACTICE : FORMAL BUSINESS REPORT

Task: You are a junior HR officer. Your manager has asked you to write a report
about the most effective management styles based on a recent internal survey

conducted among employees.

Report Structure & Model
Title: Report on Preferred Management Styles Among Employees

Introduction:

Briefly explain the purpose of the report and how the information was collected.

150



Findings:

Summarize the main results of the survey (you may invent data — the focus is on
structure and vocabulary).

Discussion:

Analyze the results. Explain why certain styles were preferred or not. Mention any
patterns or contrasts between departments/roles/age groups.

Recommendations:

Give clear, practical suggestions for the company’s leadership policy moving

forward.

MODEL REPORT
To: HR Department
From: Junior HR Officer
Date: [Insert Date]
Subject: Report on Preferred Management Styles Among Employees
Introduction
The purpose of this report is to present the findings of a recent internal
survey on preferred management styles among employees in our company. The
survey was conducted across all departments and included both managerial and
non-managerial staff.
Findings
According to the results, 55% of employees stated that they preferred a
democratic management style, where their opinions are taken into account during
decision-making. 25% selected transformational leadership, appreciating
inspiration and a clear vision. Only 10% preferred authoritarian leadership, while
the remaining 10% were in favour of laissez-faire management.
Notably, employees under 30 were more inclined to choose transformational
leaders, while senior staff leaned towards democratic approaches.

Discussion
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The findings suggest that employees feel more motivated and productive
when they are actively involved in the decision-making process. Many respondents
mentioned that overly controlling leadership styles reduce creativity and initiative.
Differences between departments were observed — for example, the IT and
Marketing teams strongly rejected authoritarian methods, whereas the Logistics
team showed more tolerance for structured leadership.

Recommendations

It 1s recommended that current managers receive additional training in
democratic and transformational leadership techniques. The HR department should
consider mentorship programs that promote open communication, flexibility, and

trust.

BUSINESS REPORT

Task: You work in the HR department. Write a formal report (200-250 words) on
how different management styles affect employee motivation and performance.
Structure Required:

Title

To/From/Date/Subject

Introduction (purpose of the report)

Main Findings (what the data or experience shows)

Discussion (your analysis or interpretation)

Recommendations (what should be done next)

INTERNAL MEMO

Task: Write a short internal memo (120—150 words) to your team, informing them
that management styles in the department will be reviewed and asking for their
input.

Memo should include:

To/From/Date/Subject

Opening statement (reason for the memo)
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Details (what will happen or change)
Call to action (what you expect from the team, e.g., complete a survey, attend a
meeting)

Polite closing

FORMAL LETTER

Task: Write a formal letter (150-200 words) to your senior manager suggesting
changes to the current leadership approach in your department.

Letter should include:

Salutation (Dear Mr/Ms...)

Introduction (state the purpose of writing)

Body (describe the current issues and suggest improvements)

Conclusion (summarise your suggestions and offer further support)

Sign-off (Yours sincerely, [Name])
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UNIT 8: TEAM BUILDING
TEXT: THE POWER OF TEAM BUILDING IN MODERN BUSINESS

In today’s fast-paced business environment, companies across all industries
are realizing that strong teams are not simply a nice-to-have but a vital asset for
long-term success. Effective team building goes far beyond just social activities or
one-time events — it 1s an ongoing strategy that nurtures collaboration,
communication, and trust. In modern organizations, where cross-functional
projects, hybrid work, and rapid change are common, the ability to create and
maintain high-performing teams is more important than ever.

A well-structured team can outperform even the most talented group of
individuals who fail to cooperate. This is because high-functioning teams rely on
shared goals, open dialogue, clear responsibilities, and mutual respect. In such
environments, creativity flows more easily, productivity increases, and conflicts
are addressed constructively rather than ignored or escalated.

One essential aspect of team building is understanding team roles.
According to management theorist Meredith Belbin, teams need a variety of
personalities to function effectively — leaders, implementers, creatives, and detail-
focused people must all find their place. A common mistake companies make is
building teams composed entirely of like-minded individuals. While this may
reduce conflict, it often limits innovation and problem-solving ability. Diversity in
thinking and working styles leads to better decisions.

Communication plays a central role in team development. Poor
communication is consistently one of the top reasons why teams fail.
Misunderstandings, unclear instructions, or a lack of feedback can quickly erode
trust. Teams that regularly hold open and honest discussions are better equipped to
handle challenges and adjust to change. This is especially crucial in remote and
hybrid work environments, where spontaneous conversations and informal

feedback are limited.
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Another key factor is psychological safety — the shared belief that the team is
a safe place to take interpersonal risks. When team members feel comfortable
expressing ideas, asking questions, or admitting mistakes without fear of judgment,
the entire group benefits. Google’s famous internal study “Project Aristotle”
identified psychological safety as the number one predictor of high team
performance.

Team building also includes conflict resolution. Conflict is natural in any
group of people, but how it is handled determines whether it will strengthen or
weaken the team. Constructive conflict resolution involves active listening,
empathy, and focusing on problems rather than personalities. Some organizations
provide training in conflict management to improve team cohesion and emotional
intelligence.

Leadership is, of course, vital in setting the tone for team collaboration.
Good leaders empower their teams, clarify expectations, and step in when needed —
not to control, but to guide. They recognize strengths and weaknesses, celebrate
achievements, and help navigate disagreements. Leaders who adopt a coaching
mindset — rather than a controlling one — often see better engagement and loyalty
from their team members.

Moreover, successful team building is supported by regular feedback and
recognition. A culture where contributions are acknowledged and progress is
celebrated motivates individuals and reinforces positive behaviors. It also builds
trust and loyalty.

One underrated but powerful form of team building is the use of structured
team meetings and retrospectives. These allow members to reflect on what’s
working, what’s not, and how they can improve. It turns team development into a
continuous process rather than a one-time workshop.

In conclusion, team building is not a single event — it is an integral part of
company culture. It requires intention, consistency, and strong leadership.
Companies that invest in developing their teams benefit not only from improved

performance but also from higher employee satisfaction and retention. In a
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business world where collaboration is the key to innovation and sustainability,

strong teams are not just useful — they are essential.

COMPREHENSION TASKS

Exercise 1. Answer the questions:

1.

0 =N kWD

Why is team building more important today than ever before?
What are the dangers of forming teams with similar personalities?
How can communication problems damage a team?

What is “psychological safety” and why is it important?

How should leaders contribute to effective teamwork?

Why is feedback and recognition important in team building?
What role do structured meetings play in team development?
According to the text, how can conflict strengthen a team?

What leadership approach results in better loyalty and engagement?

10.What 1s the overall conclusion of the article?

Exercise 2. True or False?

1.

High-performing teams require shared goals and respect.

. Belbin’s theory suggests that all team members should have similar skills.
. Miscommunication rarely affects remote teams.
. Psychological safety encourages people to hide mistakes.

2
3
4
5. Conlflict in teams can be beneficial if handled properly.
6.
7
8
9

Leaders should always control how team members act.

. Giving feedback and praise supports team motivation.
. One-time team-building events are enough for long-term performance.

. Structured team meetings help teams grow continuously.

10.Google’s study showed that psychological safety is unimportant.
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ACTIVE VOCABULARY: TEAM BUILDING VOCABULARY
Ne Term Definition Translation
1. Active listening  Listening carefully and with full attention AxTuBHE ciyXaHHs
2. Coaching leadership  Leadership style that develops others ~ Koyuunr-nigepctso

Working together to achieve a common

3. Collaboration CuiBnpans
goal
Communication _ . o _ ITopy1eHnns
4. Failure in exchanging information clearly o
breakdown KOMYHIKaIii
. . . _ _ Bupimenns
5. Conflict resolution Managing and solving disagreements o
KOH(ITIKTIB
6. Delegation Assigning tasks to others JleneryBaHHs
_ A group with different skaills, Pi3HOMaHITHA
7. Diverse team .
backgrounds, or views KOMaHza
8. Empathy Understanding others’ feelings Emnaris
Involvement and emotional commitment _
9. Engagement 3aay4eHICTh
to a team
o Helping a discussion or process run o
10. Facilitation dacumiramis
smoothly
1. Feedback Response or reaction to performance 3BOPOTHUM 3B’ 130K
Workplace where feedback is encouraged Kynerypa
12.  Feedback culture
and valued 3BOPOTHOTO 3B’ SI3KY
_ When everyone works toward the same _
13.  Goal alignment o VY3romxeHHs mijien
objectives
. A team working both remotely and in- .
14. Hybrid team ['iOpuaHa komaHaa
office
A fun activity to ease tension and help Po3munka /
15. Icebreaker
people connect aricOpeiikep
16. Interpersonal skills  Ability to communicate and work well MixkocoOucTiCHI
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17.
18.

Term

Mutual respect
Open dialogue

Positive

19.

20.

2

[—

22.

23.

24.

25.

26.

27.

28.

29.

30.

reinforcement

Problem-solving

. Psychological safety

Recognition

Retrospective

Role clarity

Team building

Team cohesion

Team dynamics

Team roles

Trust

Structured meeting

Definition Translation

with others HAaBUYKHU
Respecting each other’s ideas and roles B3aemna noBara
Honest and transparent communication  Bigkputa po3MoBa

. ITosuTnBHE
Encouragement through rewards or praise o
1 IKPIMICHHSA

o . Po3B’s13anHs
Finding solutions to challenges

npoOieM
Feeling safe to take risks and express [Icuxonoriuna
oneself Oe3mneka
Acknowledging someone’s efforts or
BusHanus
success
A meeting to reflect on past work PerpocniektuBa

Knowing exactly what your o
o YirkicTs posen
responsibilities are

_ . _ CrpykrypoBaHa
Organized and goal-focused discussion .
3yCTpiy

Activities that improve teamwork and
[ToGynoBa xkoMaH I

cooperation
Strength of connection among team 3rypTOBaHICTh
members KOMaHI1

The way team members interact and work .
JImHaM1Ka KOMaHIA
together

Different functions team members take on  Poui B komanmi
Confidence in someone’s reliability or

JoBipa
honesty
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VOCABULARY PRACTICE

Exercise 1. Fill in the blanks with the words / expressions given above:
1. Successful teams rely on to complete shared tasks.
. Lack of often leads to misunderstandings in a team.

2
3. Our leader promotes a culture of regular and honest
4

. The manager used an to make everyone feel relaxed before the

meeting.

5. We had a productive to analyze our last project and suggest
improvements.

6. There is strong in our team because we support each other.

7. In hybrid teams, can suffer if communication is weak.

8. Without among members, goals become confusing.

9. Our leader encourages leadership to develop team potential.

10.Every member has clear so we avoid overlapping tasks.

11.The HR department focuses on improving to reduce turnover.

12.She received public for her problem-solving skills.

13.The team lacked at first, but improved after several training
sessions.

14.He demonstrated excellent when resolving the disagreement.

15. Teams with make better decisions and handle conflict more
effectively.

Exercise 2. Match the terms to their definitions:

A. Terms B. Definitions

1. Psychological safety a. Being able to understand others emotionally
2. Icebreaker b. Assigning tasks to others

3. Recognition c. Structured review meeting after a project

4. Delegation d. Feeling safe to speak without fear of judgment
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A. Terms B. Definitions

5. Empathy e. Encouragement through rewards or praise

6. Active listening f. Fun activity to start a meeting

7. Role clarity g. Confidence in coworkers’ honesty and actions
8. Retrospective h. Clearly understanding your responsibilities
9. Feedback 1. Listening fully and attentively

10. Trust j. Communication on performance

11. Team cohesion k. Strong group connection and shared support
12. Mutual respect 1. Respect between all team members

13. Goal alignment m. Shared commitment to the same objectives
14. Coaching leadership n. A leader who focuses on developing others
15. Positive reinforcement 0. Praising or acknowledging someone’s efforts

Exercise 3. Translate from Ukrainian into English:
1. TToOynoBa komaHIu
. 3rypTOBaHICTh KOMaHIN
. AKTHBHE CIIyXaHHS
. Binkpura po3moBa

. JleneryBaHHs 3aBIaHb

2

3

4

5

6. Pi3HOMaHITHA KOMaHIa
7. 3BOpPOTHUI 3B’ 130K

8. Ilcuxonoriuna Oe3meka

9. KoHOIKT MK 4JIeHAMHU KOMaHIU
10.YitkicTh poiieit

11.Y3romxenHs mineu
12.DacuniTaiisi 00roBopeHHs

13.EMOMIHUNA 1HTENEKT

14.KynbpTypa BUBHaHHSA
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15.CtpyKkTypoBaHa 3ycTpiy

16.11opyieHHs KOMYyHIKaIii

17.Mix0oCOOHUCTICHI HABUYKUA

18.PeTpocnekTnBa KOMaHI1

19.EmMmaris Ta noBipa

20.1To3utHBHE MiAKPIMICHHS

Exercise 4. Find the odd one out in each row. Explain your choice:

1.

Trust — Feedback — Delegation — Banana

2. Psychological safety — Retrospective — Empathy — Printer
3. Conflict — Team cohesion — Goal alignment — Coffee

4. Recognition — Positive reinforcement — Criticism — Respect
5. Icebreaker — Meeting — File — Team building

6.
7
8
9

Facilitation — Leadership — Wall — Communication

. Hybrid team — Email — Open dialogue — Loyalty
. Team dynamics — Active listening — Pen — Coaching

. Structured meeting — Agreement — Project — Dog

10.Coaching — Support — Punishment — Motivation

11.Respect — Role clarity — Noise — Collaboration

12.Retrospective — Celebration — Reflection — Tree

13.Interpersonal skills — Notebook — Empathy — Feedback

14.Trust — Chaos — Order — Understanding

15.Mutual respect — Schedule — Bullying — Recognition

Exercise 5. Use one team-building word to make up a sentence of your own.

Make sure your sentence shows the meaning of the word. Use formal or semi-

formal style:

1. Trust

2. Delegation

3. Active listening
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. Feedback

. Recognition

4

5

6. Retrospective
7. Icebreaker

8. Conflict resolution
9. Open dialogue
10.Team dynamics
11.Goal alignment
12.Psychological safety
13.Structured meeting

14. Team cohesion

15.Coaching leadership

GRAMMAR FOCUS: MODAL VERBS FOR OBLIGATION, ADVICE,
AND POSSIBILITY

1. Must / Have to — 000B’SI30K
Must — BHyTpilIHIi 000B’ 30K a00 CHIIbHA PEKOMEHIaIlis
Have to — 30BHiIIHII 000B’ 430K (ITpaBUJia, BAMOTH)

Examples:

Y ou must respect your teammates. (mopanvrutl 0608 ’s130K)

You have to attend the daily meeting. (ye npasuno komnawii)

2. Should / Ought to — nopana
OO6uaBa MonanbHI MAl€ECIOBAa BHUKOPHUCTOBYIOTHCS, MO0 JaTtu mopaxy abo

BUCJIOBUTHU OYiKYBaHHS.

Examples:
Team members should listen actively during discussions.
Leaders ought to give constructive feedback regularly.

3. Can/ Could / Might — MOXKJIHUBICTH, 103BLJI, IPUNYIIICHHA
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Can — MOXJIUBICTH 200 JO3BLI
Could — BBiuwIMBa IpoIo3ullist 800 MOKIIUBICTh Y MUHYJIOMY
Might — MeHII BIIEBHEHE NTPUITYLIEHHS

Examples:

You can suggest improvements during the meeting.
We could reschedule the team call if needed.

This approach might improve collaboration.

SUMMARY TABLE

Modal Meaning Example
must strong obligation You must resolve the conflict professionally.
have to external obligation Employees have to attend training.
should advice You should give more recognition to your team.
can ability/permission You can ask for support if needed.
could possibility/suggestion We could organise a team retreat.
might weak possibility This might increase engagement.

GRAMMAR PRACTICE

Exercise 1. Fill in the blanks with the corresponding modal verb (must, have

to, should, can, could, might):

1. All team members attend the daily stand-up meeting.

2. You respect different working styles within the team.

3. We need more team-building sessions to improve trust.
4. Leaders give regular feedback to keep everyone aligned.
5. You ask for clarification if instructions are unclear.

6. He not miss the deadline—it’s critical for the project.

7. We introduce a new communication tool next month.
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8. You arrive on time for structured meetings.

9. The manager be more open to new ideas.

10.We invite an external coach to improve dynamics.
11.Junior employees feel safe to speak up.

12.You interrupt others when they are speaking.

13.1 think we organize a team retreat next quarter.
14.Team leaders monitor engagement closely.

15.You rely only on formal emails — try video calls too.

Exercise 2. Rewrite each sentence using a different modal verb to change the
tone (less/more formal, softer/stronger, etc.). The meaning should remain the
same, but the tone should change:
1. You must submit the report by Friday.
We should have more team-building exercises.
Employees have to attend the onboarding session.
Managers might consider flexible hours.
You can contact HR if there is a conflict.
The team must meet the deadline.
We could try rotating leadership roles.

You should give your teammates more credit.

A S A o

Staff have to use the new communication platform.
10.Leaders can improve morale through recognition.
11.You mustn’t interrupt others.

12.We might need to invite an external facilitator.

13.You can choose your team role based on your strengths.
14.Team members should attend retrospectives.

15.The manager could introduce anonymous feedback forms.
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Exercise 3. Translate from Ukrainian into English using the appropriate
modal verb:
1. KomaHnna noBUHHA 3aBEPIIUTH MIPOEKT 0 KIHIIS THIKHS.
Tu Mosken 3BepHYTHUCS IO JOTOMOTY, SIKIIIO TOO1 BaKKO.
. Mu MaeMO BUKOpPUCTOBYBATH HOBY IIAT(OPMY ISl KOMYHIKAIIII.
. Menemxep MOBUHEH MIATPUMYBATH aTMOchepy AOBIpH.

. Bu He moBUHHI nepeOUBATH KOJET M1 Yac 3yCTpiyi.

2
3
4
5
6. KoMaHau MOXyTbh IPOBOAUTHU PETPOCTIEKTUBH IIOMICSIIS.
7. Bu Mornu 6 3arponoHyBaTH 171e10 Ha HACTYITHOMY 310paHHI.

8. IlpaiiBHUKK MarOTh MPUXOJAUTH HA IIOTUKHEBI CTEH IAIH.

9. Mu, MOXIJIMBO, 32 Iy4UMO 30BHIIIHBOTO (pacuiiTaTopa.
10.KoxeH ydacHUK IOBUHEH 3HATH CBOIO POJIb.

11.KoMaHi1 MOBUHHI BUUTHUCS BUPIITYBATH KOH(MIIKTH CAMOCTIHHO.
12.Bu MoxeTe moaaTu MPOIMO3HIIII0 III0A0 MOKPALIeHHS POOOTH.
13.Mu He NOBUHHI ITHOPYBATH 3BOPOTHUH 3B’ SI30K.

14.Jlinepu Manu 6 HagaBaTH O1IbIIE MIATPUMKHU.

15.Tu Moxen T0Ty4YUTUCS 10 OOTOBOPEHHSI B Oy 1b-SIKUi MOMEHT.

Exercise 4. Choose the correct modal verb for each sentence:
1. Every team member __ participate in the planning session.
A) can
B) must
C) might
D) could
2. Leaders __ encourage open communication during meetings.
A) should
B) can
C) might
D) mustn’t
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. We __ need more team training next quarter.

A) must

B) should

C) might

D) have to

. You _ speak to your supervisor if the issue continues.
A) must

B) can

C) might

D) mustn’t

. Employees _arrive late to structured meetings.

A) might

B) must

C) shouldn’t

D) could

. Ourteam _ try using shared documents for better collaboration.
A) could

B) mustn’t

C) should

D) can’t

. You _ speak over others in a discussion.

A) should

B) can

C) must

D) must not

. Project managers ___ be flexible when leading creative teams.
A) mustn’t

B) could

C) can

D) have to
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. We __ invite a facilitator if team tension grows.

A) should

B) might

C) must

D) can’t

10.Team members __ check in with each other during remote work.
A) should

B) might

C) must

D) can’t

11.You  send the agenda before the meeting.

A) mustn’t
B) can

C) must
D) could

12.The team __ ignore feedback from users.

A) must

B) can

C) shouldn’t
D) might

13.We __ schedule a team-building retreat this month.

A) might
B) must
C) have to
D) should

14.Junior employees feel safe to express concerns.

A) can

B) mustn’t
C) must
D) might
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15.A team leader  understand different personality types.
A) must
B) can’t
C) might
D) shouldn’t

Exercise S. Imagine you are an HR manager. Write 15 sentences containing
advice, requirements or recommendations for employees or team managers.
Use modal verbs must, should, have to, can, could, might, must not, shouldn’t.
Rewrite the sentence in formal or semi-formal style:
e.g. Team leaders should provide regular feedback.

Employees must not ignore signs of team conflict.

Start your advice here:

..................................................................................................................
..................................................................................................................
..................................................................................................................
..................................................................................................................
..................................................................................................................
..................................................................................................................
..................................................................................................................
..................................................................................................................
..................................................................................................................
..................................................................................................................
..................................................................................................................
..................................................................................................................
..................................................................................................................
..................................................................................................................

..................................................................................................................
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SPEAKING PRACTICE

TASK 1. DISCUSSION QUESTIONS

Discuss the questions. Use the vocabulary related to the topic and modal verbs:

What makes a team successful in your opinion?

Have you ever worked in a team with poor communication? What
happened?

Why do you think some teams experience frequent conflict?

What are the biggest challenges in hybrid or remote teams?

How can leaders build trust within a team?

What team-building activity would you organize and why?

Do you prefer working independently or in a team? Why?

How would you resolve a conflict between two team members?

What roles are important in a project team?

What advice would you give a new team leader?

TASK 2. TEAM BUILDING ROLE CARDS (PAIR ROLE-PLAY)

One performs the role of a manager, the other — a team member. They act out a

dialogue based on various scenarios.

Card A — Manager

You are the team leader. Two team members are constantly arguing and

productivity is dropping. Call one of them for a private conversation. Try to

understand the problem and offer solutions.

Use phrases like:

I’d like to understand your point of view.
What do you think is causing the tension?
Let’s try to find a compromise.

Y ou must keep the discussion respectful.
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Card B — Team Member
You are frustrated because you feel your colleague doesn't listen to your ideas.
Express your concerns and suggest what could help improve collaboration.
Use phrases like:
e [ feel like my ideas are ignored.
e [ think we could use a clearer structure.

e Maybe we should set some team rules.

TASK 3. PROBLEM SOLVING IN TEAMS (MINI-PROJECT)
You are a team of HR specialists. Your task is to organise a one-day team-
building event for a new team. Discuss and present your ideas to the group:

e objectives of the team-building day

e activities (morning, lunch, evening)

e how to overcome barriers within the team

e what the manager should do before, during and after

e how to evaluate the results

TASK 4. EXPRESS YOUR OPINION
The student / group is given a card with a topic. They must express their opinion
in a reasoned manner, using 2-3 key terms and 1-2 modal verbs. The following
expressions may be used:

e [n my opinion...

e [ strongly believe that...

e [ might suggest...

e We should also consider...

Cards with topics:
1. Team-building events are a waste of time.
2. Conflict is harmful and should always be avoided.

3. Remote teams cannot be as effective as in-office teams.
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It’s better to work with friends than strangers.
Leaders should always make the final decision.
Team members must always agree with each other.

Motivation is more important than skills in teamwork.

® Nk

All teams should have structured retrospectives.

TASK 5. TEAM VALUES CAROUSEL

Discuss and rank the 5 team values from most important to least important.

Values to be discussed:

o Trust

o Clear roles

o Good leadership

« Open communication
o Contflict resolution

« Recognition and praise
o Common goals

« Emotional intelligence

TASK 6. REAL SCENARIOS

A pair or trio acts out a mini-scene, improvising how to respond to the situation.

Situations:

1.

One employee is shirking their responsibilities — you are their colleague. How

do you start the conversation?

. A conflict has flared up within the team — you are the facilitator. How do you

defuse the tension?

. You’re new to the team — ask for help without fear of appearing weak.

. A colleague has a very toxic communication style — you’re working on a project

together.

. Your idea has been rejected without explanation — speak to the manager.
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6. You need to organise a meeting, but everyone is busy — how do you agree on a

time?

Useful phrases:

Giving advice
Expressing opinions

Suggesting solutions

Maybe we could...

1 understand your point, but...
Let’s find a solution together.
Would you be open to...?

It might help if...

Can [ share a thought?

SPEAKING FOCUS: FUNCTIONAL PHRASES BANK

Function Useful Phrases

You should / You could / Why don’t we...?
1 think... / In my view... / From my perspective...

We might try... / Have you thought of...?

Agreeing That’s true. / I completely agree.
_ _ _ I see, but I'm not sure I agree. / That’s a good point,
Disagreeing politely
however ...
Clarifying What do you mean by...? / Could you explain that?
Asking for input What do you think? / Any thoughts on this?

Reaching agreement

WRITING PRACTICE

TASK 1. INTERNAL EMAIL FROM HR

Let’s meet in the middle. / We can compromise by ...

You are an HR manager. Write an email to the company’s employees inviting

them to a one-day Team Building Event. Length is 150—180 words, style is semi-

formal. Use the active vocabulary and modal verbs. Include the following points:
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e Purpose of the event

e Date and venue

e What’s planned (briefly)
e Why it’s important

e Tips for attending

Sample Email
Subject: Join Us for a Team Building Day — Strengthen Our Connections!

Dear Team,

We are excited to invite you to our upcoming Team Building Day on
September 22, which will take place at Greenhill Training Centre.

The goal of the event is to build stronger working relationships, improve
communication, and create a more cohesive and motivated team.

During the day, you will take part in interactive workshops, group challenges,
and problem-solving activities.

Participation 1s highly encouraged — everyone should attend to help
strengthen our team culture. You don’t have to bring any equipment, but you
must wear comfortable clothing and be open to new experiences.

Lunch and transportation will be provided. If you have any dietary restrictions
or accessibility needs, please let us know in advance.

Let’s make the most of this opportunity to grow together. We might even
discover hidden talents within the team!

Best regards,

Anna Smolinska

HR Manager

TASK 2. INTERNAL CONFLICT REPORT
You are an HR Business Partner. One of the managers has asked you to assess
the situation within the team, where a conflict has arisen between two employees.

Write a report in which you:
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e Describe what happened

e How this has affected the team

e What actions have already been taken

e What needs to be done (recommendations using modal verbs)

e Draw a conclusion
Length is 180-200 words. Style is formal. Use active vocabulary (feedback,
conflict resolution, trust, communication breakdown, psychological safety, roles,
team dynamics, etc.) and modal verbs (must, should, might, could, have to, must

not).

Sample Report

Internal Report: Team Conflict Situation — Marketing Department

Prepared by: Olena Marchenko, HR Business Partner

Date: October 10, 2025

1. Background:

A conlflict has arisen between two members of the marketing team — Daria and
Petro — over responsibility for campaign planning. Both claim ownership of key
tasks, leading to repeated disagreements during meetings. There has also been
visible tension affecting team morale.

2. Impact:

The conflict has resulted in a communication breakdown. Other team members
report feeling uncomfortable contributing ideas, and deadlines have been missed
due to lack of collaboration. Trust within the group appears to be weakening.

3. Action Taken:

I have held individual conversations with both employees and encouraged open
dialogue. A temporary reassignment of responsibilities has been implemented.

4. Recommendations:

o The team leader must clearly define roles and expectations.
o Team members should participate in a conflict resolution session.

o A third-party facilitator could support the next planning meeting.
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o The company might consider offering psychological safety training.
5. Conclusion:
Although the situation is manageable, it must be addressed quickly to prevent

long-term harm to team dynamics.

TASK 3. INTERNAL COMMUNICATION GUIDELINES DOCUMENT
You are a member of the corporate communications team. You have been asked
to write a short document / guide on effective team communication, which will
be sent to all staff. The document should include:

e Introduction (why it is important)

e Key rules (45 points)

e Recommendations (what to do / what not to do)

e Concluding encouragement / motivation
Length is 160190 words. Style is formal, accessible. Use active vocabulary
(feedback, trust, open dialogue, roles, team dynamics, cohesion, active listening,

etc.) and modal verbs (must, must not, should, can, might).

Sample Policy Text
Company Communication Guidelines — Building Better Teams

At [Company Name], we believe that strong teams are built on clear,
respectful, and open communication. To support team cohesion and healthy
collaboration, we ask all employees to follow these guidelines.

Key Rules:

1. All team members must treat each other with respect, regardless of role.

Feedback should be constructive and focused on behaviour, not personality.
Everyone can contribute ideas and participate in decision-making.

Team members must not interrupt or dismiss others during meetings.

[ I NS B S

Responsibilities and roles should be clearly communicated and updated
regularly.

Recommendations:

175



1. Practice active listening and allow others to speak without judgment.
2. If a conflict arises, speak directly or involve HR — we must not let tension
grow.
3. Encourage an open dialogue — psychological safety is everyone's
responsibility.
By following these simple practices, we might prevent conflicts, increase

trust, and build a stronger workplace together.
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UNIT 9: RAISING FINANCE
TEXT: HOW COMPANIES RAISE FINANCE

Raising finance is one of the most critical steps in launching or growing a
business. Whether you're a startup founder with an idea or a CEO of a growing
company, you need capital to expand operations, invest in new products, or simply
cover day-to-day costs. But finance doesn’t come easily — it requires careful
planning, convincing communication, and an understanding of the financial
landscape.

Companies usually start by exploring internal sources of finance, such as
personal savings, retained earnings, or selling non-essential assets. This type of
funding is quick and doesn’t involve outside parties, but it is often limited. As the
business grows, internal funding may not be enough to cover increasing costs, and
external sources become necessary.

One of the most common external options is taking a bank loan. This
provides a lump sum that must be repaid with interest. Banks often require detailed
business plans, financial forecasts, and some form of security — usually company
assets. While loans can be a reliable source of funding, they come with pressure to
make regular repayments, even during slow business periods.

Another increasingly popular method is equity financing. This means
selling a share of the company to an investor in exchange for capital. Investors may
be individuals, such as business angels, or professional groups, such as venture
capital firms. The main advantage of equity is that there’s no obligation to repay
the funds. However, it comes at the cost of ownership — investors will expect
influence over decisions and a share of the profits. Choosing the right investor is
crucial, as their goals should align with the company’s vision.

Crowdfunding is a more modern, public form of raising finance. Through
platforms like Kickstarter or Seedrs, companies can pitch their ideas directly to the
public, who may contribute small amounts in exchange for early access to products

or small equity shares. This method not only raises money but also helps build a
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customer base and test market interest. However, a failed campaign can damage a
company’s image.

A less discussed but valuable method is government grants or subsidies,
especially in innovation or sustainability sectors. These do not need to be repaid,
but they often come with strict eligibility criteria and complex application
processes. Additionally, the availability of such funding varies from country to
country.

Regardless of the method, raising finance is not just about the money — it’s
about how well a company communicates its potential. Entrepreneurs and
executives must be able to pitch their ideas clearly, answer tough questions, and
show a deep understanding of their market. Preparing financial documents, such as
income statements, cash flow forecasts, and balance sheets, is essential. Most
importantly, they must convince funders that the business is viable, scalable, and
profitable.

It’s also worth noting that timing matters. Trying to raise funds too early —
before there’s a clear product or market need — may lead to rejection. On the other
hand, waiting too long might cause a company to miss opportunities or run into
cash flow problems. Therefore, strategic planning and forecasting are key.

Lastly, negotiation skills play a huge role. Whether dealing with a bank
manager or an investor, entrepreneurs must understand terms like interest rates,
valuation, return on investment, and equity dilution. Accepting money without
understanding the conditions can lead to long-term problems or loss of control.

In conclusion, raising finance is a complex but vital aspect of running a
business. It requires a mix of financial literacy, persuasive communication, and
strategic planning. Successful companies are those that don’t just seek money —
they build relationships, create trust, and demonstrate the ability to turn investment

into real growth.
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COMPREHENSION TASKS

Exercise 1. Answer the questions:

1. Why is raising finance important for companies at different stages?
What are some examples of internal sources of finance?
Why might internal finance not be enough for a growing business?
What are the advantages and disadvantages of taking a bank loan?
What is equity financing, and who are the typical investors?
Why is choosing the right investor important in equity financing?

What makes crowdfunding different from traditional finance methods?

® NS WD

How can government grants support businesses, and what challenges are
related to them?
9. Why is communication important in the fundraising process?

10.What role do timing and negotiation play in raising finance?

Exercise 2. True / False or Not Given?
1. Internal finance includes money borrowed from friends and family.
. Bank loans must be repaid with interest even if the business is not profitable.
. Venture capital firms usually require daily management of the company.
. Crowdfunding helps test whether the market is interested in a product.

. All government grants must be paid back within five years.

. Pitching is only necessary for equity financing.

2
3
4
5
6. Financial documents are not important when applying for funding.
7
8. Timing can affect the success of a fundraising campaign.

9

. Negotiation skills are useful only for startups.

10.Raising finance also requires trust and relationship building.
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Term

Angel investor

Assets

Balance sheet

Bank loan

Capital

Cash flow

Collateral

Crowdfunding

Debt

Dilution

Due diligence

Equity

Equity financing

ACTIVE VOCABULARY: RAISING FINANCE

Translation

O13HEC-aHurenn

AKTHUBH

OasaHc

OaHKIBCHKA MMO3MKa

KamiTai

T'POIIOBHUH MOTIK

3acTaBa

KpayadaHauHr

oopr

PO3MHBAHHS (YaCTKH)

(dhiHaHCOBa TIepeBipKa

Karmiraj / yacTkKa

(1HaHCYBaHHS

Example Sentence
An angel investor funded the first phase of
development.
The bank required proof of the company’s
assets.

The
healthy.

company’s balance sheet looks
We secured a bank loan to finance our new

office.

The company needs more capital to

expand.

Good cash flow is essential for daily

operations.

They used property as collateral for the

loan.
They raised $50,000 through
crowdfunding.

Too much debt can hurt a company’s

future.
Equity funding causes dilution of
ownership.

Investors always perform due diligence
before funding.
He raised money by selling 25% equity in

the company.

yepe3 Equity financing avoids debt but reduces
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Term

Exit strategy

Financial forecast

QGrant

Interest rate

Investor

Loan

Pitch

Profitability

Retained earnings

Return on

Investment (ROI)

Revenue

Scalability

Seed funding

Subsidy

Term sheet

Translation
YaCTKy

CTpaTerisi BUXOAY

(hiHaHCOBUI MPOTHO3

TpaHT

BIJJCOTKOBA CTaBKa

1HBECTOP

IIO3HUKa

Example Sentence
ownership.
Investors want to know your exit strategy.

Our forecast predicts growth in the next

quarter.

The startup received a government

innovation grant.
The loan has a 7% annual interest rate.

Investors expect a return on their

investment.

The bank approved their loan application.

npeseHTamia (imei anst She delivered a strong pitch to potential

(hiHaHCYBaHHS)

PUOYTKOBICTb

HEPO3MOAIICHUM

puUOyTOK

OX1J] Ha 1HBECTUILIIIO

TTOX11T

MacIuTadoBaHICTh

IIOYaTKOBC

(1HaHCYBaHHS
cyocumis

TEPMIHOBUH

(imBecTHIlIliHA yroa)

funders.

Investors care about long-term

profitability.

The company reinvested its retained

earnings.

We expect a 15% ROI in the first year.

The company’s revenue doubled last year.

A scalable business can grow without

increasing costs much.

They received seed funding to build their
prototype.

Farmers get a subsidy from the state.

muct The startup received a term sheet from

investors.
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Term Translation

Example Sentence

Venture capital firms often invest in risky

Venture capital BEHUYpPHHH KamiTanl

startups.
o . They questioned the viability of the
Viability KUTTE3JATHICTD _ _
business idea.
VOCABULARY PRACTICE

Exercise 1. Match the terms to their definitions:

Terms:

1. Angel investor

2. Crowdfunding

3. Loan

4. Pitch

5. Collateral

6. Grant

7. Equity

8. Cash flow

9. Return on Investment

(ROI)

10. Debt

11. Financial forecast

Definitions:

A. Money raised from a large group of people,
usually online

B. An individual who provides capital for a startup,
often in exchange for equity

C. A presentation made to persuade potential
investors

D. A sum of money borrowed that must be paid back
with interest

E. The money moving in and out of a business

F. Assets offered as security for a loan

G. The reduction of ownership percentage when new
shares are issued

H. Official prediction of future financial
performance

I. A plan for how an investor will eventually leave
the investment

J. An official document showing the company's
financial position

K. A sum of money given by the government that
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doesn’t need to be repaid
12. Balance sheet L. The amount of profit made from an investment,

usually expressed as a percentage

13. Scalability M. The ability of a business to grow without losing
efficiency

14. Exit strategy N. The total amount of money a company owes

15. Dilution 0. Ownership share in a company

Exercise 2. Complete the sentences using the correct word from the box:

loan, equity, collateral, crowdfunding, cash flow, grant, angel
investor, pitch, scalability, ROI, debt, balance sheet, dilution, exit

strategy, financial forecast

1. We need to improve our monthly to avoid running out of cash.

2. They raised $80,000 through to launch their eco-friendly
product.

3. An agreed to fund the prototype phase in exchange for 15% of

the business.

4. The founders gave a five-minute to potential investors.

5. The company applied for a government to support innovation.

6. The startup had to provide their office building as for the bank
loan.

7. We used a business loan instead of giving up in the company.

8. High allows a company to grow fast without major cost
Increases.

9. According to the , revenue should double by the end of the year.

10.Every investor wants to know the potential before agreeing to
fund.

11.The business couldn’t repay its and had to restructure.
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12.Issuing new shares would cause of the founders’ ownership.

13.The accountant updated the to include all assets and liabilities.

14.We negotiated better terms for the with a lower interest rate.

15.Before accepting funding, the founders agreed on a clear in five
years.

Exercise 3. Translate the sentences into English:

1. Mu nnanyemMo OTpUMATH MMO3UKY B OAHKY JUJISl 3aIyCKY HOBOT'O IIPOEKTY.

2. Crapran 3anyuuB ¢1HaHCYBaHHA yepe3 KpayapaHaIuHr-maThopmy.

3. IuBecTOpH OYIKYIOTh BUCOKMI JOX1] HA IHBECTULIIO.

4. TlignpueMcTBO Ma€ NpoOIEMU 3 TPOIIOBUM MTOTOKOM.

5. Ham notpiGen Oi3Hec-aHren, o0 MIATPUMATH Halll i€l Ha PaAHHbOMY
eTarni.

6. Jling oTpuMaHHs KpeauTy KOMIIaHisl Hajana Oy B0 SIK 3aCTaBYy.

7. BoHM HE XOUyTh BTpadyaTh KOHTPOJb, TOMY YHUKAIOTh (DiIHAHCYBaHHS uepes
YacTKy.

8. Ixna pinaHCOBa 3BITHICTH MOKA3y€ 300pOBHUIi GanaHc.

9. VYpsimoBuil rpaHT AOMOMIT KOMIIaHII 3allyCTUTH IHHOBALIMHUI NPOAYKT.

10.MacmrraboBaHICTh I1€T MOAEN1 pOOUTS ii MPUBAOIUBOIO JIJIsl IHBECTOPIB.

11.3amy4eHHss HOBHUX AaKI[IOHEPIB MPHU3BEIO JO PO3MHUBAHHS YaCTKHU
3aCHOBHHKA.

12.I1icnst m’ATH POKIB 1HBECTOPH IUIAHYIOTh Peali3yBaTH CTPATET1I0 BUXOY.

13.Ixniii pinaHCOBMII IPOTrHO3 BUIIIAAAE TysKe IIEPCHEKTUBHO.

14.Tlepen iHBeCTYBaHHSIM BOHHM IIPOBEJH PETENIbHY MEPEBIPKY KOMITaHii.

15.11ix yac npe3enTanii (MT4Yy) BOHU 30CEPEIUIUCS HA OTEHIIAIl IPUOYTKY.

Exercise 4. Choose the correct word to complete each sentence:
1. In order to receive the loan, we had to offer our office building as
A) revenue

B) collateral
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C) equity

D) dilution

. The startup managed to get a $20,000 from the local government.
A) debt

B) ROI

C) grant

D) forecast

. We need to improve our or we won’t be able to pay salaries next
month.

A) balance sheet

B) scalability

C) cash flow

D) pitch

. Giving away too much equity too early can lead to of control.
A) exit

B) dilution

C) investment

D) forecast

. The CEO presented a detailed to attract potential investors.

A) pitch

B) loan

C) collateral

D) debt

. We chose financing because we didn’t want to take on any debt.
A) term

B) loan

C) equity

D) revenue
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7. An experienced provided seed funding in exchange for 10%
ownership.
A) creditor
B) angel investor
C) manager
D) customer
8. The bank is asking for our latest before approving the credit.
A) advertisement
B) business card
C) balance sheet

D) strategy

9. We received a great on our early investment in that tech company.
A) loan
B) grant
C) return on investment
D) pitch
10.A clear helps investors understand how and when they will get

their money back.

A) business model

B) financial forecast

C) exit strategy

D) valuation
11.Many startups now prefer to raise small amounts from a large

audience.

A) crowdfunding

B) debt

C) subsidy

D) interest
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12.0ur suggests we’ll break even by the end of Q3.
A) dilution
B) exit strategy
C) financial forecast
D) grant
13.Too much can lead to bankruptcy if revenue doesn't grow.
A) equity
B) debt
C) pitch
D) ROI
14.The of our business model impressed the investors.
A) scalability
B) collateral
C) dilution
D) loan
15.Before signing the agreement, the firm conducted on the startup.
A) ROI
B) balance sheet
C) due diligence
D) subsidy

Exercise 5. Read every sentence. There is a mistake related to Raising
Finance. Correct it:
1. The company prepared a price sheet to show its financial position.
We had to give cashback to the bank to secure the loan.
He made a strong advert to investors during the meeting.
The team hopes to receive a grind from the innovation fund.
We are concerned about possible collaboration of ownership.

An angelic investor gave us the seed capital.

NS kWD

They used earning flow to cover salaries and rent.

187



8. Our exit plan involves selling shares in three years.

9. The startup’s grant forecast predicts 30% revenue growth.
10.Before investing, they did a detailed due dialogue.

11.The crash flow problem caused late salary payments.

12.New funding caused a slight pollution of the founder’s equity.
13.We pitched our idea on a popular crowdframe platform.
14.Banks usually ask for investment rate when approving a loan.

15.We expect to make a good return from investment within 12 months.
GRAMMAR FOCUS: FUTURE FORMS IN BUSINESS

1. Will + base verb

BuxopucroByeThcs 15
o Cnounrannux piens: Il call the investor now.
o OO6iusnok: We'll pay you by next Friday.

o IlporuosiB 6e3 nokasis: The market will grow next year.

2. Be going to + verb
BukopucroByeThcs 1
o IlnaniB, sixi Bxke obmymani: We're going to launch a new product next
quarter.
o IlpornoziB Ha ocHOBI oueBUAHOTO: They're going to need more funding
soon.

3. Present Continuous for Future

BuxopucroByerbes aJs:
o 3amjIaHOBaHUX oAl 3 TOYHOO JATOIO:
We’'re meeting the investors at 10 a.m. tomorrow.

I'm flying to Warsaw on Monday for the finance summit.
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4. Future Perfect (101aTK0BO)

BukopucroByeThcs s
o Jliii, sixki OyAyTh 3aBepilieHi A0 IEBHOTO MOMEHTY B MallOyTHbOMY:
By the end of the year, we will have raised $1 million.
She will have submitted the pitch deck before the deadline.

COMPARE:

FORM EXAMPLE CONTEXT
will I'll talk to the bank today. pIILICHHS 3apa3
going to We're going to apply for a loan. J1aH
present continuous We 're meeting the VC on Thursday. nomoBieHa Jis

10 TIEBHOTO
future perfect We will have raised the funds by July.
MOMEHTY

GRAMMAR PRACTICE

Exercise 1. Choose the correct form to complete each sentence:

1. We (meet) the investors at 10:00 tomorrow morning.

2. I think they (approve) the loan application next week.

3. Our team (launch) the campaign next Monday — everything is
ready.

4. By the end of the quarter, we (secure) additional funding.

5. Look at their numbers — they (ask) for more capital soon.

6. We (not sign) the agreement until we get legal advice.

7. 1 (present) the financial report at Friday’s meeting.

8. The CEO says he (call) you back after lunch.

9. They (not invest) unless we show a clear ROL.

10.We’re afraid the market (crash) next year.

11.She (not attend) the finance meeting — she’s on vacation.
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12.We (apply) for a government grant next month.

13.1f everything goes well, we (have / raise) enough money by July.

14.1 (not go) to the pitch meeting — I’m staying to update the
forecast.

15.They (meet) with three angel investors next week.

Exercise 2. Find and correct mistakes:
1. We will meeting the VC on Thursday morning.
The team going to prepare a new pitch this week.
I think they are go to invest in our business.
By next month, we raise enough funds to launch.
I'm presenting the forecast after the meeting will end.
They won’t attending the investor’s dinner tonight.
The company will launching a new product line soon.

Are you will meet with the angel investor today?

A A o

We going to not apply for another loan.

10.She will have submitting the documents before 6 p.m.
11.They’re meet with the finance director tomorrow.
12.We will going to review the contract together.

13.The CEO is not going attend the funding round.
14.T°1l meeting the accountant at 11:30.

15.He is going to invests in a competing startup.

Exercise 3. Complete the gaps in the dialogue. Choose will, be going to, present
continuous, future perfect:
FINANCE MEETING
CEO: So, what’s the plan for the next quarter?
CFO: First, we (1) (launch) our new funding campaign on Monday.
CEOQO: Great. Who (2) (present) it to the investors?
CFO: Maria and I (3) (meet) them in person next Friday.
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CEO:
CFO:
CEO:
CFO:
CEO:
CFO:
CEO:
CFO:
CEO:
CFO:
CEO:
CFO:
CEO:
CFO:
CEO:
CFO:
CEO:

Do you think they (4) (agree) to the new terms?
I hope so. But we (5) (have) to show them our projections first.

Okay. And what about our cash flow?

Don’t worry — by July we (6) (receive) the second round of funding.

Perfect. What if they say no?

Then we (7) (apply) for a government grant.

Hmm. I’m not sure they (8) (approve) it so quickly.
No, but we (9) (prepare) all the documents in advance.
Are we ready to answer investor questions?

Yes, we (10) (rehearse) the pitch tomorrow morning.
And you? What (11) (you/do) this afternoon?

I (12) (revise) the balance sheet.

When will we update the board?

We (13) (send) them a full report by next Wednesday.
Okay. Anything else?

Oh! I almost forgot — I (14) (speak) to the legal team at 3 p.m.

That’s good. Hopefully by next month we (15) (close) the deal.

Exercise 4. Rewrite the sentences using future forms:

1. We plan to launch the new investment campaign next month.

(Use: be going to)

2. The meeting with the bank is scheduled for Tuesday.

(Use: present continuous)

3. 1 think they accept the funding proposal.

4.

(Use: will)

The company completes all legal paperwork by next Friday.
(Use: future perfect)
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5. Look at their financial results — they request another loan soon.

(Use: be going to)

6. We have arranged a call with the angel investor tomorrow.

(Use: present continuous)

7. 1 am sure we make a profit this year.

(Use: will)

8. Before December, they raise $200,000.
(Use: future perfect)

9. We intend to present the pitch to 5 investors.

(Use: be going to)

10.The CFO visits London next week for negotiations.

(Use: present continuous)

11.1t 1s likely that our competitors launch a similar product soon.

(Use: will)

12.According to the plan, the company repay all its debt by June.
(Use: future perfect)

13.I’m sure our ROI increase by 15% this quarter.

(Use: will)

14.They have decided to apply for a government grant.
(Use: be going to)
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15.By this time next year, the startup expand to 3 new countries.

(Use: future perfect)

SPEAKING PRACTICE

TASK 1. ROLEPLAY: PITCH TO AN INVESTOR
Scenario: You are an entrepreneur seeking funding for your startup. Your partner
plays the role of an investor.
Student A (Entrepreneur)
Prepare to present your idea:
« Describe your business model and product
« Explain how much money you need and why
« Mention your expected ROI and timeline

o Try to persuade the investor to fund your project

Student B (Investor)
Listen carefully and ask questions:
o What is your competitive advantage?
o How will I get my money back?
o What are the risks involved?
o What are your sales projections?
Useful phrases:
o We’re seeking $50,000 in funding to expand our operations.
o Our product solves the problem of...
o Our estimated return on investment is 20% within 12 months.
o We’d be happy to provide a detailed financial forecast.

« Would you consider a follow-up meeting next week?
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TASK 2. DISCUSSION PROMPTS
Work in pairs or small groups. Discuss the following:
1. What are the pros and cons of bank loans vs equity financing?
2. Would you use crowdfunding to raise money for your business? Why or
why not?
3. What makes a business idea attractive to investors?
4. How can you build trust with an investor?

5. Is it better to own 100% of a small business or 50% of a big one? Why?

TASK 3. PROBLEM-SOLVING DISCUSSION

Scenario: You and your team run a growing business. You want to expand
internationally, but you only have 30% of the required capital.

Task:

« Decide which funding option is best: bank loan, angel investor, venture
capital, crowdfunding, etc.

o Prepare your arguments to persuade an investor or a bank

o Decide who will handle the pitch, finances, legal side, and communication

« Be ready to present your plan to the class/group

TASK 4. “SHARK TANK” SIMULATION
Scenario: You are in a panel of investors (like in Shark Tank). One student
presents a business idea and tries to convince you to invest. The rest of the group
plays the role of potential investors.
Roles:

o Presenter: Pitch your idea clearly, explain your financial needs, expected

ROI, and what the investment will be used for.
o Investors: Ask tough, professional questions. Decide whether to invest or

not. Explain your reasoning.

Investor Questions to Use:
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TASK 5. FINANCIAL SCENARIO CHALLENGE

What makes your business scalable?
How much equity are you offering?
What’s your break-even point?
How will you handle financial risk?

What is your exit strategy?

Instructions: Work in pairs. Read the situation and discuss how you would solve it

using finance-related strategies.

Scenario: Your small business is growing fast, but you are facing a serious cash

flow problem. You have 3 options:

Take out a high-interest bank loan

Sell 20% equity to an investor

Launch a crowdfunding campaign with no guarantee of success

Tasks:

1. Discuss the pros and cons of each option

2. Choose the best solution together

3. Present your decision to the class/group and explain your choice

Useful Vocabulary to Include:

cash flow

equity

loan

investor confidence
return on investment
risk management

short-term vs long-term financing
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WRITING PRACTICE

TASK 1. FORMAL BUSINESS LETTER: REQUEST FOR FUNDING
Model Letter — Formal Request for Funding
[Your Company Name]

123 Business Street

Kyiv, Ukraine

01001

[Investor’s Name]

ABC Capital Investments

45 Innovation Avenue

London, UK

August 6, 2025

Subject: Request for Funding to Support Product Expansion

Dear Mr. Thompson,

I hope this letter finds you well. I am writing on behalf of Green Spark
Technologies, a Ukrainian-based startup specializing in eco-friendly energy
solutions. Following our recent discussions, I would like to formally request
funding to support the expansion of our newest product line — compact solar
generators for residential use.

Over the past 12 months, we have experienced a 38% increase in demand
across Eastern Europe. With adequate funding, we intend to scale production,
expand our logistics capacity, and enter three new EU markets by Q2 of 2026. We
are seeking €150,000 in funding in exchange for 15% equity in our company.

Our financial forecast suggests that the investment will break even within 14
months, with an estimated ROI of 27% over two years. A full pitch deck, balance

sheet, and forecast documentation are attached for your review.
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We would be honoured to schedule a follow-up meeting to discuss the terms

in detail. Please let us know a convenient time next week.

Thank you for your consideration. We are confident that with your support,

GreenSpark can accelerate its impact and profitability.

Sincerely,

Olena Kovalchuk

Founder & CEO

GreenSpark Technologies
olenakovalchuk@greenspark.ua

+380 (97) 123 4567

STRUCTURE BREAKDOWN
Section Purpose
Sender & recipient info Shows professionalism & format
Subject Clear purpose
Opening (Dear...) Formal, polite introduction
Paragraph 1 Who you are and why you’re writing
Paragraph 2 Amount requested, purpose of funding, terms
Paragraph 3 Financial forecast, documents attached
Closing Suggest next steps, polite thanks
Signature Full name, title, contacts

Useful phrases for writing:

I am writing on behalf of...

We would like to request funding in the amount of...
In exchange for your investment, we are offering...
Please find attached...

We look forward to discussing this proposal further.

Should you have any questions, please don’t hesitate to contact me.
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TASK 2. WRITE A FORMAL BUSINESS LETTER

Scenario: You are the founder of a small but fast-growing company in Ukraine

that

produces sustainable packaging materials. You have recently met an

international investor who expressed interest in your company. Now, you need to

write a formal letter requesting funding to support your company’s expansion.

The volume of the letter is 150—200 words. Include:

1.
2.

Introduction — Who you are and why you’re writing
Funding Request — How much money you need, and what it will be used

for

. Offer & Terms — What the investor will receive in return (equity, ROI, etc.)

Closing — Invite the investor for further discussion or meeting

Requirements:

Use formal tone and structure

Include at least 5 words or phrases from the vocabulary of Unit 9 (e.g.
loan, equity, collateral, return on investment, forecast)

Paragraphs must be logically structured and concise

Start with a proper greeting (e.g. Dear Mr./Ms. ...) and finish with Sincerely

+ full name

Checklist (for self-control):

v

O 0O O O O

Item to Check Before Submitting
Formal greeting and closing used
Clear and polite tone

Reason for funding explained
Exact amount of money mentioned

Investment terms and return described
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V' Item to Check Before Submitting
Correct paragraphing (min. 3—4)
At least 5 unit vocabulary words used

29 ¢¢

No informal words or contractions (e.g. “I’'m”, “won’t”)

O O 0O O

Checked for grammar and spelling errors

MODEL 1: SOLID AND SIMPLE
GreenBox Packaging Ltd.

Lviv, Ukraine

August 6, 2025

Dear Mr. Williams,

I hope this message finds you well. I am writing to request funding for the
expansion of GreenBox Packaging, a company that produces biodegradable food
containers.

We are currently experiencing high demand from both domestic and
international clients. In order to scale our production and enter the Polish and
German markets, we are seeking an investment of €100,000. The funds will be
used to upgrade equipment, hire new staff, and improve logistics.

In exchange, we are offering 12% equity in our company. Based on our
financial forecast, the investor can expect a return on investment of 25% within
18 months. We believe this is a great opportunity for both parties.

Please find our pitch deck and balance sheet attached. I would be grateful
to arrange a follow-up meeting at your convenience.

Thank you for your time and consideration.

Sincerely,

Oksana Dmytruk

Founder & CEO

GreenBox Packaging Ltd.
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oksana@greenbox.com.ua

+380 (63) 555 0101

MODEL 2: ADVANCED
EcoFlex Innovations
Dnipro, Ukraine

August 6, 2025

Dear Ms. Morgan,

Following our discussion at the CleanTech Forum, I am pleased to formally
submit a request for funding to support the next growth phase of EcoFlex
Innovations.

We are developing plant-based flexible packaging materials with a lower
carbon footprint. We are currently scaling operations and require $150,000 in
financing to expand our production facilities and optimize our supply chain.

We are offering 15% equity, and based on our 2-year cash flow forecast,
you can expect a return on investment of over 30%. Our existing partners include
several EU retailers, and we are confident this partnership can deliver strong
financial results.

All relevant financial documents, including our balance sheet and growth
strategy, are attached for your review. I would welcome the opportunity to discuss
this proposal in more detail and schedule a call next week.

Thank you for considering our offer.

Sincerely,

Andriy Mazur

Founder, EcoFlex Innovations

andriy@ecoflex.com.ua

+380 (50) 222 7788
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UNIT 10: CUSTOMER SERVICE
TEXT: THE POWER OF EXCELLENT CUSTOMER SERVICE: A
COMPETITIVE ADVANTAGE

In today’s fast-paced and highly competitive global market, companies are
beginning to realize that customer service is no longer just a support function — it
is a strategic advantage. While pricing and product quality still play an important
role, many customers are now choosing brands based on the quality of their service
experiences. In fact, multiple surveys show that consumers are willing to pay more
for better treatment and consistent service.

Excellent customer service goes far beyond simply solving problems. It
starts the moment a potential buyer interacts with a brand — whether it's visiting a
website, calling a service line, or entering a store. The first impression sets the tone
for the entire customer journey. A friendly greeting, fast response time, and helpful
attitude can build trust within seconds.

However, customer service isn’t just about being polite. It requires well-
trained staff, effective systems, and a customer-focused culture. For example,
global companies like Amazon and Zappos have become famous for their
outstanding service. Zappos empowers its representatives to spend as much time as
necessary to resolve issues without pressure to close calls quickly. This approach
has resulted in high customer loyalty and repeat purchases.

In contrast, poor service can quickly damage a company’s reputation. Social
media has become a powerful tool for customers to express dissatisfaction. A
single viral complaint can cost a business thousands of potential clients. Therefore,
businesses must actively monitor feedback channels and resolve complaints
quickly and professionally.

A great example of proactive customer service comes from Ritz-Carlton
hotels. Employees are trained to observe guests’ needs even before they are
expressed. If a guest looks lost, staff will offer guidance without waiting to be

asked. If a customer’s luggage is delayed by an airline, the hotel may provide
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clothing or toiletries as a courtesy. These small gestures create emotional
connections that go far beyond the transaction.

Technology is also transforming the customer service experience. Chatbots,
live chat, and Al-based support systems allow companies to offer 24/7 assistance
at a lower cost. At the same time, customers still value human interaction —
especially when emotions are involved. A balanced approach combining
automation and personal attention is now considered best practice.

In B2B environments, customer service plays an equally important role.
Companies must build long-term relationships with their clients, often based on
contracts and service-level agreements (SLAs). In this context, service is not just
about fixing issues — it’s about delivering consistent value, offering technical
support, and anticipating client needs. Poor communication, late responses, or
failure to meet deadlines can result in the loss of million-dollar contracts.

Training is essential. Employees should be taught active listening, conflict
resolution, and how to handle difficult customers with empathy. Scripts can be
useful for consistency, but flexibility is just as important. No two clients are alike,
and rigid procedures may not work in all cases. That’s why many companies now
invest in soft skills training, role-playing scenarios, and regular feedback sessions.

Lastly, measuring customer service performance helps ensure ongoing
improvement. Common tools include Net Promoter Score (NPS), customer
satisfaction surveys, and mystery shoppers. These methods help identify
weaknesses and track progress over time.

In conclusion, excellent customer service is not a department — it is a
mindset that should be integrated into every aspect of a business. Companies that
treat their customers with respect, empathy, and consistency will gain loyalty,
positive word-of-mouth, and long-term success. In a world where products can be

copied and prices matched, service remains the strongest differentiator.
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COMPREHENSION TASKS

Exercise 1. Answer the questions:

1.
2.
3.

9.

Why is customer service considered a strategic advantage in today’s market?
How do first impressions influence customer experience?
What are some key elements of excellent customer service mentioned in the

text?

. How does Zappos empower its service representatives, and what is the result

of this policy?

. What impact can poor customer service have on a business in the age of

social media?

How does Ritz-Carlton provide proactive customer service?

. What role does technology play in modern customer service?

. Why is a balanced approach between automation and personal attention

important?

How does customer service differ in a B2B environment compared to B2C?

10.Why i1s soft skills training essential for service employees?

ACTIVE VOCABULARY

Term / Phrase Definition Translation

Fully concentrating and

Active listening understanding during AKTHUBHE CIIyXaHHS
communication
Automated help powered by [linTpuMKa Ha OCHOBI
Al-based support o .
artificial intelligence LT
B2B (Business to Business transactions between . _
_ . biznec nns Gi3Hecy
Business) companies
_ _ 30anaHcOBaHUN
Balanced approach A mix of different methods o
X1
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Term / Phrase Definition Translation

Al software that communicates with
Chatbot Yar-00T
users

_ . Solving disagreements between Bupimenns
Conflict resolution o
people KOH(JIIKTIB

‘ The full experience a customer has .
Customer journey . KienTehknil nuisix
with a company

_ Support and help provided to OO6cayroByBaHHs
Customer service o
customers KJII€EHTIB
Customer-focused A company mindset prioritizing  KynbTypa opieHrariii
culture customer needs Ha KJII€HTa

Strong feelings of trust and

Emotional connection o Emoniiinuii 3B'A30K
appreciation
To give authority or control to Haninaru
Empower
someone MTOBHOBAXKEHHS

Customer opinions about
Feedback _ 3BOPOTHUH 3B'I30K
services/products

o _ The 1nitial perception someone
First impression [Iepe BpaxeHHs
forms about a company

_ _ o _ CniukyBaHHS 3
Human interaction Communication with a real person
JIIOTUHOIO

_ Real-time text communication with
Live chat Omnunaiin-yar
support staff

Loyalty Continued support from a customer JlostnbHICTD
A secret evaluator posing as a
Mystery shopper TaeMHuit mokynenpb
customer
Net Promoter Score Inaexc nosmpHOCTI
A tool to measure customer loyalty o
(NPS) KJTIEHTIB
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Term / Phrase Definition Translation

. _ Acting in advance to address ITpoakTuBHE
Proactive service
customer needs 00CITyroByBaHHS
Buying again from the same
Repeat purchase [ToBTOpHA MOKYyTKa
company
Reputation How a company is viewed by others Penyrariis

Resolve complaints To deal with and fix customer issues BupinryBatu ckapru

. Prewritten phrases for customer
Scripts _ Ckpunru
service reps

SLA (Service Level A formal agreement about the level =~ Yrona npo piBenb

Agreement) of service provided 00CIyroByBaHHs
Soft skills Communication and people skills ['HyuKi HaBUYKHU
A factor that gives a company an Crpareriuna

Strategic advantage .
edge over competitors nepesara

Technical support  Help with using products or services TexHiuHa miaTpUMKa

Belief in the reliability or truth of
Trust . HoBipa
someone/something

_ _ A public criticism that spreads .
Viral complaint _ BipycHa ckapra
quickly online

Hob6pe
. Employees with good preparation
Well-trained staff MiATOTOBJICHUH
and skills
TIePCOHAT
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VOCABULARY PRACTICE

Exercise 1. Fill in the blanks with the words from the box:

customer service, chatbot, emotional connection, feedback, loyalty, viral
complaint, first impression, well-trained staff, technical support, soft skills, scripts,

empower, reputation, mystery shopper, SLA

1. Our team is available 24/7 to help with installation and system
erTors.

2. Abad can damage a company’s image in just a few hours.

3. If your 1s poor, customers won’t return — even if your product

is excellent.
4. It’s important to collect after every client interaction.

5. The company’s success is based on a strong sense of trust and customer

6. A friendly greeting creates a strong that can lead to long-term
loyalty.

7. To avoid robotic communication, we train our staff to go beyond

8. The company hired a to evaluate service anonymously.
9. Every employee should have the to make quick decisions that

help customers.

10.We signed an with our client to guarantee 99% system uptime.

11.If the customer receives poor service during their , they won’t
come back.

12.Companies must develop their team’s like empathy and

problem-solving.

13.The first person a customer speaks to often forms the company’s

14.0ur is powered by Al and can handle 80% of routine queries.
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15.0Only

can solve difficult complaints and calm angry clients.

Exercise 2. Match the term to its definition:

Terms:

1. Customer journey

2. Chatbot

3.SLA

4. Feedback

5. Mystery shopper

6. Emotional connection

7. Active listening

8. Viral complaint

9. Soft skills

10. Scripts

11. Reputation

12. First impression

13. Empower

Definitions:

A. A secret evaluator who tests service quality
anonymously

B. The complete experience a customer has
with a brand from first contact to after-sales

C. Ability to understand and solve
interpersonal  situations, e.g.  empathy,
communication

D. Pre-written phrases or guidelines for
handling customers

E. Giving staff the authority to make decisions
on the spot

F. A negative message that spreads rapidly
online

G. The act of -carefully listening and
understanding during conversation

H. Al-based tool for automatic communication
with customers

I. Ongoing preference and support from a
repeat customer

J. A person who resolves all technical issues
personally

K. Opinions or reactions provided by
customers about services

L. How the public views a company’s
trustworthiness and quality

M. The very first impression a customer gets
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about a brand

14. Technical support N. Emotional bond created between a
customer and brand through service

15. Loyalty O. An agreement that defines the expected

level of service quality

Exercise 3. Word-formation. Form the correct word-form using derivatives

(noun — verb, adjective — noun, etc.):

1. Good customer service depends heavily on employee . (train)

2. The company received several about delays in delivery.
(complain)

3. His calm tone and clear explanations showed strong skills.
(communicate)

4. The technician offered immediate technical . (assist)

5. A personalised message can create a lasting on customers.
(impress)

6. Every client deserves to be treated with kindness and . (polite)

7. The hotel manager handled the issue with complete

(professional)
8. Our goal is to ensure complete customer at every step. (satisfy)
9. Their product launch received strong media . (promote)

10.If you can’t solve the issue directly, escalate it to your

(manage)
11.We hired more staff to improve service . (respond)
12.Their client service team is always helpful and . (support)
13.The new call centre software improved problem rates. (solve)
14.Customers need to feel they can on the company in any

situation. (rely)
15.We are expanding our team to provide better regional service.

(serve)
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Exercise 4. Match the words in Column A with their most natural partner in

Column B to form common business/customer service collocations. Translate them

into Ukrainian:
Column A

1. customer

. make a

. handle a

. build

. service-level
. provide

. receive

. first

O© 0 39 O »n K~ L DN

. loyal

[S—
S

. technical
11. active
12. human
13. collect
14. solve a

15. damage your

Column B

A. assistance
B. service

C. complaint
D. listening
E. support

F. agreement
G. impression
H. feedback
I. trust

J. response

K. reputation
L. problem
M. connection
N. experience

O. customer

Exercise S. Translate the sentences into English:

1. Mu Hamaraemocs

KJIIEHTIB.

3a0e3MeuYnT HAWBUINUMN pIBEHb OOCIyrOBYBAaHHS

2. Ii mepmie BpaxkeHHs PO KOMIAHIiIO OYJIO Ty’Ke TO3UTHBHIM.

3. Komnanis orpumana OaraTo HEraTMBHUX BIATYKIB TICIsA 3aTPUMKH

JOCTaBKH.

4. Penyramisi OpeHIly NOCTpakiala dYepe3 BIpYCHY CKapry B COILaJIbHUX

Mepexax.

5. Bonu nianucanu yroay npo piBeHb 0OCIYyrOBYBaHHS 3 KIIIEHTOM Ha PiK.

6. KiieHTH 04iKyIOTh HIBUJIKOI peAKIIi BiJ] CITY>KOU MiATPUMKHU.
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7. Mu 30upaeMo 3BOPOTHHUM 3B'SI30K MICHIST KOXKHOTO 3aMOBJICHHSI.

8. Ilpodeciitna KOMyHiKallisl — KJIFOY JI0 JOSUIbHOCTI KJIIEHTIB.

9. Skmo Mu HE BUPIIIMMO 110 TPOOIEMY HMIBUIKO, KIIIEHT MOXKE MITH.

10.3amy4yeHHst yaT-60Ta 1IOMOMOTJIO CKOPOTUTH Yac OUiKyBaHHS.

11.AxTHBHE cTyXaHHS JoMOMarae Kpaiie 3po3yMITH MOTPEOU KIII€HTA.

12.1xHs KOMaHa TEXHIUHOT MiATPUMKHU focTynHa 24/7.

13.HaBuaHHs M’IKMM HaBHUYKaM 00OB’SI3KOBE JIJIsl BC1X HOBUX CHIBPOOITHUKIB.

14.Mu HamaraeMoch NoOyAyBaTH €MOLIMHHM 3B'A30K 3 HAIUMU KIII€EHTAMU.

15.CniBpoOITHUKIB MOTPIOHO HAJIIUTU MOBHOBAXEHHAMHU MPUUMATH PIIICHHS
CaMOCTIIHO.

16.Mu HaliHsUIM TAEMHOTO TOKYTMIS JJI OLIHKH SIKOCT1 OOCIYTrOBYBaHHS.

17.KomnaHist Mae pemyTauio 1yKe BBIWIMBOI Ta KIIEHTOOPIEHTOBAHOI.

18.TlocTiiiHI KIIIEHTH OTPUMYIOTh IOCTYM JI0 CHELlalbHUX MPOMO3HIIIH.

19.¥Yci onepatopu KOPUCTYIOTHCA CKPUNITAMHU JIJIsi 0OpOOKH /13B1HKIB.

20.bananc MK aBTOMATHM3aIll€l0 Ta JIOJCHKOI0 B3aEMOJIEI0 — HaWKpalia

MPaKTHUKA.

GRAMMAR FOCUS: CONDITIONALS (0-2)

ZERO CONDITIONAL : GENERAL TRUTHS / ROUTINES
Form:
If + Present Simple, Present Simple
Use: [Ins daxTiB, IHCTPYKIIIH, MOJTITUK KOMITaH11
Examples (customer service):
o If a customer complains, we log it in the system.

« Ifthe chatbot doesn’t work, customers call us directly.
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FIRST CONDITIONAL : REAL FUTURE SITUATIONS
Form:
If + Present Simple, will + Verb
Use: For real actions / events in the future
Examples:
o Ifwe respond quickly, the client will be satisfied.
o Ifyou offer a discount, they will likely return.

SECOND CONDITIONAL - HYPOTHETICAL / POLITE / UNREAL
Form:
If + Past Simple, would + Verb
Use: For polite answers, imaginary situations
Examples:
o IfI'wereyou, I would apologise immediately.
o If'the team had more staff, they would handle requests faster.

o Ifwe offered live chat support, customer satisfaction would increase.

BUSINESS TIP
In customer service, the second type is often used for diplomatic phrasing:

“If  were in your position, 1'd understand your frustration.’

o “Ifwe had that item in stock, we would send it today.”
GRAMMAR PRACTICE

Exercise 1. Read sentences and identify the type of Conditional:
1. If a customer leaves a negative review, it affects our rating.
2. If I were the manager, I would contact the customer personally.
3. If we fix the issue today, the client will stay with us.
4. If the chatbot crashes, users get frustrated.
5

. If I had more information, I would explain better.
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If you press "0", the system connects you to a real person.

6.
7. If they don’t receive a reply within 24 hours, they will complain.
8. If our team worked faster, we would respond to all emails in time.
9. If the item 1s damaged, we replace it immediately.

10.If we improve our FAQ section, people will call us less.

11.If a customer returns a product, we ask for feedback.

12.1f I were you, I would apologise and offer a discount.

13.1f you update the software, the bug will disappear.

14.1f the delivery arrives late, customers often get angry.

15.1f the server went down, we would lose all chat data.

Exercise 2. Rewrite the sentences using the given Conditional Type:
1. If we answer quickly, customers feel valued.

(Rewrite as First Conditional)

2. If the team had more training, they would handle complaints better.

(Rewrite as Zero Conditional)

3. If I get a complaint, I always follow up within 24 hours.

(Rewrite as Second Conditional)

4. If we reduce response time, client satisfaction will improve.

(Rewrite as Zero Conditional)

5. If she were more polite, customers would trust her more.

(Rewrite as First Conditional)

6. If customers don’t get support, they leave bad reviews.

(Rewrite as Second Conditional)
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7. If the courier arrives late, the customer will call us.

(Rewrite as Zero Conditional)

8. If we had a loyalty program, people would return more often.

(Rewrite as First Conditional)

9. If we respond late, we lose sales.

(Rewrite as Second Conditional)

10.1f the manager calls them back, they will feel heard.

(Rewrite as Second Conditional)

11.1f the return process is easy, people use it more.

(Rewrite as First Conditional)

12.1f I were the customer, I would expect an apology.

(Rewrite as Zero Conditional)

Exercise 3. Multiple choice:

1. If the agent the issue today, the client will be happy.
A) solves
B) solved
C) would solve
D) had solved

2. If I were the customer, [ my money back.
A) ask
B) asked
C) would ask
D) will ask
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. If the system crashes, we an alert immediately.

A) send

B) sent

C) will send

D) would send

. If the support team had more people, they respond faster.
A) can

B) would

C) will

D) had

. If a product is defective, the company it for free.
A) replaces

B) replaced

C) will replace

D) would replace

. If we reduce wait times, customers more satisfied.
A) are

B) will be

C) would be

D) were

. If the return process were easier, more people their items.
A) returned

B) will return

C) would return

D) return

. Ifwe all complaints seriously, our rating improves.
A) take

B) took

C) will take

D) would take
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9. If1
A) had
B) have
C) will have
D) has

enough time, I would reply to all messages.

10.If customers don’t get help, they often negative reviews.

A) write

B) will write

C) would write

D) wrote
11.If I were you, I

A) call

B) called

C) would call

D) will call

the customer immediately.

12.1f we update the chatbot, it more helpful.

A) will be
B) would be
C)is

D) was

13.1f staff aren’t polite, customers come back.

A) don’t
B) won’t
C) wouldn’t
D) didn’t
14.1f you
A) fill in
B) filled in
C) will fill in
D) would fill in

this form, we’ll contact you within 24 hours.

215



15.1f we were more flexible, clients choose us over competitors.
A) choose
B) will choose
C) would choose

D) chose

SPEAKING PRACTICE

TASK 1. ROLE PLAYS
Instructions: Act out the dialogue in pairs. One of you will be the customer, the

other the customer service representative.

Role Play 1: Late Delivery

Customer: Your expensive order is late by 3 days. You’re upset and want a
refund.

Service Rep: Apologise sincerely, explain the delay, offer compensation, and try

to retain the client.

Role Play 2: Broken Product
Customer: You received a damaged product and feel disappointed.

Service Rep: Offer a replacement, apologise, and try to restore trust.

Role Play 3: Difficult Customer
Customer: You’re angry and threatening to post a bad review.
Service Rep: Stay calm, use polite language, de-escalate the situation, offer a

practical solution.

TASK 2. QUESTIONS FOR DISCUSSION
1. What makes customer service excellent in your opinion?

2. Have you ever received bad customer service? What happened?
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Why do companies lose loyal customers?
How can businesses improve their customer support today?

What is more important: fast response or polite attitude?

AN n K~ W

Would you prefer to talk to a real person or a chatbot? Why?

TASK 3. SPEAKING CARDS
Instructions: Take out the card and answer using examples, conditionals and

business terms.

Speaking Card Task
Card 1 Describe a time when excellent service made you return to a
ar

brand. What did they do right?

Imagine you are training a new employee. What 3 rules would
Card 2

you give for great customer service?

If your company received a viral complaint, how would you
Card 3

react as a PR manager?

You’re a mystery shopper. Describe what you would evaluate
Card 4 . _

during a visit.

What advice would you give a rude customer service agent?
Card 5 _ .

How would you approach it politely?
TASK 4. MINI DEBATE

Topic: Automation improves customer service more than human interaction.
Instructions:

o Split into two teams.

o One team argues “for” automation (chatbots, speed, accessibility).

o The other argues “against”, emphasising humanity, flexibility and emotional

connection.
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o Use the following words: chatbot, loyalty, personal touch, frustration,

efficiency, empathy, resolution.

TASK 5. CUSTOMER SERVICE BRAINSTORM
Scenario: You are launching a premium online shop. Plan a perfect customer
support strategy.
In pairs or groups, answer:
o Will you use chatbots or live agents? Why?
« What hours will support be available?
o What is your complaint policy?
o How will you collect feedback?

o How will you train staff?

TASK 6. COMPLETE THE DIALOGUE (GAP-FILL AND PERFORM)

Customer: Hello. I'm really disappointed. I ordered a phone case, but I received
the wrong model.
Agent: [’m very sorry to hear that. Let me see how we can
Customer: I expected better service.
Agent: | completely understand your frustration. Would you prefer a
or a refund?
Customer: I’d like a replacement as soon as possible.
Agent: Certainly. We’ll send the correct model today. Also, we’ll include a
for the inconvenience.
Customer: Thank you. I appreciate the quick solution.

Agent: Thank you for your patience. If you need anything else, feel free to
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WRITING PRACTICE
RESPONDING TO A CUSTOMER COMPLAINT

Formal Email / Letter of Response
Scenario: You work for an online electronics store. A customer has written a
complaint about receiving a damaged laptop and poor customer support. Your task
is to write a formal reply addressing their concerns, offering a solution, and trying
to retain their trust. Your email should include:
1. Subject line

. Greeting

. Thanking the customer for their feedback

. Apology

2

3

4

5. Explanation (brief)
6. Offer a solution (refund, replacement, discount, etc.)
7. Express willingness to help further

8

. Polite closing
MODEL ANSWER

Subject: Response to Your Recent Complaint — Damaged Laptop

Dear Mr. Ivanenko,

Thank you for bringing this matter to our attention. We sincerely apologise
for the inconvenience caused by the damaged laptop and the unsatisfactory
customer support experience you received.

We understand how frustrating this situation must be, and we take full
responsibility for the issue. Unfortunately, your order was damaged during
transportation, which we deeply regret.

To resolve this, we are sending you a replacement laptop at no additional

cost. It will be dispatched today and should arrive within 2 business days.
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Additionally, we are offering you a 10% discount on your next purchase as a
gesture of goodwill.

Customer satisfaction is our top priority, and we truly value your trust in our
company. If you have any further questions or concerns, please feel free to contact
us directly.

Thank you again for your feedback and patience.

Warm regards,

Oksana Melnyk

Customer Support Manager

SmartZone Electronics

TASK 1. WRITE A COMPLAINT EMAIL (FROM THE CUSTOMER)
Scenario: You recently bought a wireless headset from an online store. It arrived
late, and the packaging was damaged. Write a formal email to the support team
explaining the issue, asking for a solution. Include:

o Product details and order date

o Description of the problem

o Express your disappointment

o Ask for replacement/refund

« Be polite and professional

TASK 2. APOLOGY EMAIL (FROM THE COMPANY)
Scenario: You are a support agent. A customer has complained that they received
incorrect billing for their subscription. Write an email to apologise and explain the
steps taken. Include:

« Apology for the mistake

o A short explanation (e.g. system error)

« Confirmation that the issue has been corrected

o Offer a discount or goodwill gesture

o Contact info for further help
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TASK 3. INTERNAL REPORT ON CUSTOMER COMPLAINTS
Scenario: You are the customer service team leader. You need to write a short
internal report about the types of complaints received this month and your
suggestions for improving service. Include:

o What types of complaints occurred (delivery, product quality, support)

o How many cases were resolved

« What issues were repeated

o Suggestions for improvement

« Use formal report style: title, headings, bullet points

TASK 4. WRITE A FOLLOW-UP EMAIL AFTER SUPPORT CALL
Scenario: You had a phone call with a customer regarding a technical issue with
their order. Now write a short follow-up email to confirm the next steps. Include:

o Thank them for the call

o Summarise the problem

o Confirm what action will be taken

« Invite them to contact you if needed again

CLICHES AND PHRASES FOR WRITING BUSINESS LETTERS
(COMPLAINTS, REPLIES, REPORTS, FOLLOW-UPS, PROPOSALS)

1. COMPLAINT EMAIL (cliches and useful phrases from the client)
Structure:

Subject: Complaint about [product/service]

Dear [Company Name/Support Team],

I am writing to express my dissatisfaction with [product/service] I purchased
on [date]. Unfortunately, [describe the problem clearly].

This has caused [describe the inconvenience: delay, disappointment, loss,

etc.].
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I would appreciate it if you could [state what you want: a refund,
replacement, explanation].

I hope this issue can be resolved as soon as possible.

Thank you for your attention.

Sincerely,

[Your Full Name]

[Order Number, if applicable]

Useful Phrases:
o I am writing to complain about...
« I was disappointed to find that...
o The item arrived [late/damaged/incorrect].
o I would like to request a refund/replacement.

o [ hope we can settle this matter quickly.

2. APOLOGY EMAIL (cliches and useful phrases from the company)
Structure:

Subject: Apology regarding your recent experience

Dear [Customer Name],

Thank you for reaching out to us. We sincerely apologise for the
inconvenience caused by [briefly describe the issue].

We understand how frustrating this must have been and take your complaint
seriously. The issue occurred due to [short reason].

We have now [state the solution: corrected the error, arranged a replacement,
issued a refund].

As a token of our apology, we are pleased to offer you [discount, voucher,
etc.].

Please don’t hesitate to contact us if you have any further concerns.

Kind regards,
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[Your Name]
Customer Support Team

[Company Name]

Useful Phrases:
o We sincerely apologise for...
o Thank you for bringing this to our attention.
« We have taken immediate steps to...
o We truly value your loyalty.

« Please accept our sincere apologies.

3. FOLLOW-UP EMAIL
Structure:

Subject: Follow-up on your recent support request

Dear [Customer Name],

Thank you for speaking with us earlier today.

As discussed, your issue regarding [problem] has been noted, and we are
currently [action being taken].

We expect to complete this process by [date/timeframe]. We will notify you
once the issue is resolved.

Please feel free to contact us in the meantime if you have further questions.

Best regards,

[Your Name]

[Your Position]

Useful Phrases:
o I’m writing to follow up on...
o As we discussed on the call...

o We are currently working on...
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« We’ll keep you updated.

o Letus know if we can assist further.

4. INTERNAL REPORT (cliché for formal business style)
Structure:

Title: Monthly Customer Complaint Report — August 2025

1. Introduction

This report outlines the main customer service issues received during August 2025.

2. Complaint Categories

- Late delivery (30%)

- Incorrect orders (25%)

- Poor communication (20%)
- Technical issues (15%)

- Others (10%)

3. Actions Taken
- Increased support team by 2 staff members
- Updated the chatbot FAQ section

- Introduced customer satisfaction surveys

4. Recommendations
- Improve delivery tracking system
- Provide soft-skills training for agents

- Montitor response time daily

5. Conclusion

Customer satisfaction is improving, but consistency is needed.
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Useful Phrases:
o This report outlines...
o The most common issues were...
« Inresponse to these complaints, we have...
o Itis recommended that...

« We aim to improve...

MODEL 1. COMPLAINT EMAIL (FROM THE CUSTOMER)

Subject: Complaint about Delayed and Damaged Headset

Dear Customer Support,

I am writing to express my dissatisfaction with a wireless headset I ordered
from your website on July 29, 2025 (Order #85731).

The item arrived four days late and, unfortunately, the packaging was
damaged, which affected the condition of the product itself. This delay and
damage have caused a lot of inconvenience, as the headset was meant as a gift.

I would appreciate it if you could offer a replacement or a refund, as [ am
not satisfied with the quality of the product received.

I hope this matter can be resolved as soon as possible.

Sincerely,

Iryna Petrenko

MODEL 2. APOLOGY EMAIL (FROM THE COMPANY)

Subject: Apology Regarding Incorrect Billing

Dear Ms. Zakharchenko,
Thank you for contacting us about the issue with your subscription billing.

Please accept our sincere apologies for the mistake.
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We understand that you were charged twice for the same service, and this
was due to a technical error in our system during the monthly update.

The extra payment has been fully refunded, and we’ve corrected your
account to prevent this from happening again.

As a gesture of goodwill, we’ve added a 20% discount to your next month’s

bill.

Please don’t hesitate to reach out if you have any further questions or
concerns.

Kind regards,

Andrii Melnychuk

Billing Department

StreamView TV

MODEL 3. INTERNAL CUSTOMER SERVICE REPORT
Title: Customer Complaints Report — August 2025

1. Introduction
This report summarises all customer complaints received in August 2025 and

outlines the measures taken.

2. Complaint Categories
o Late delivery — 28 cases
o Defective items — 17 cases
o Long response times — 12 cases

o Incomplete orders — 9 cases
3. Key Issues Identified

o Most delivery issues involved courier delays in Kyiv and Lviv.

« Response time exceeded 48 hours in 20% of cases.
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4. Actions Taken
o Hired 2 additional support agents.
o Upgraded logistics tracking software.

o Implemented a new chatbot script for faster triage.

5. Recommendations
« Offer express delivery option to VIP customers.
o Launch monthly feedback surveys.

o Begin weekly QA reviews for all support tickets.
6. Conclusion

The volume of complaints decreased compared to July, but improvements are still

needed in delivery and automation.
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UNIT 11: CRISIS MANAGEMENT
TEXT: MANAGING A BUSINESS CRISIS: COMMUNICATION,
ACTION, AND TRUST

In today’s unpredictable business environment, even the most successful
companies are not immune to crises. A sudden product recall, a data breach, an
executive scandal, or negative press can shake the trust of customers and
stakeholders almost instantly. The way a company reacts in the first 24 hours of a
crisis can either damage its reputation permanently or turn the situation into an
opportunity to show integrity, transparency, and responsibility.

The Anatomy of a Crisis

A business crisis i1s an unexpected situation that threatens a company’s
operations, reputation, or financial stability. Crises can be external (e.g. natural
disasters, pandemics, economic crashes) or internal (e.g. fraud, legal violations,
product failures). Regardless of the cause, what matters most is the company’s
ability to respond quickly and communicate clearly.

The biggest mistake many organisations make during a crisis is going silent
or offering vague statements. Today’s customers, investors, and employees expect
immediate and honest communication. A delayed or poorly managed response
often creates a second crisis: a crisis of trust.

The Role of the Crisis Communication Team

Large companies usually have a crisis communication team — a group
trained to manage media, prepare official statements, and coordinate internal
communication. This team works closely with legal advisors, PR professionals,
and company leadership to ensure that every message reflects the brand’s values
while protecting the company from legal risk.

For smaller businesses, crisis communication may fall on the shoulders of a
single manager. In both cases, the key elements of effective crisis communication
remain the same: be proactive, stay transparent, show empathy, and take

responsibility.
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Answering Difficult Questions

One of the most challenging aspects of a crisis is answering difficult
questions from journalists, customers, or shareholders. These may include:

o “Why did this happen?”

o “Who is responsible?”

o “What are you doing to fix it?”

o “Can we trust your company again?”

Avoiding such questions, giving generic answers, or blaming others will
only make the situation worse. Instead, companies should train their spokespersons
to answer calmly, stay on message, and focus on what’s being done to solve the
issue. A simple but powerful phrase often used is: “We are currently investigating
and will provide updates as soon as we have verified information.”

Another important strategy is bridging — redirecting the conversation toward
key messages. For example: “That’s an important question, and while we don’t yet
have the full picture, what we can say is that our team is working 24/7 to resolve
this issue with full transparency.”

Turning Crisis into Opportunity

Some of the most admired companies today have experienced major crises
in the past — and came out stronger. How? They used the moment to rebuild trust.
They admitted mistakes, explained what they learned, and made changes.

Take the example of a multinational food company that faced backlash after
traces of harmful substances were found in one of its popular products. Instead of
hiding, the CEO immediately appeared in a video apology, announced a voluntary
recall, opened factory doors to journalists, and launched new safety procedures. As
a result, customer trust increased — because the company showed accountability.

Internal Communication Matters Too

While public communication is essential, internal communication is just as
important during a crisis. Employees are often the first line of defense — they
answer customer calls, interact on social media, and deliver service. Keeping staff

informed, calm, and unified helps maintain business operations and morale.
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Companies should send regular updates, provide talking points for frontline

staff, and offer emotional support where needed. A unified internal message

ensures that the company speaks with one voice.

Final Thoughts

Crisis management is not just about avoiding disaster — it’s about leadership,

communication, and resilience. Mistakes will happen, but how a company handles

them defines its long-term success. With honest communication, responsible

actions, and a focus on people, any organisation can overcome even the most

difficult challenges — and build back stronger than before.

COMPREHENSION TASKS

Exercise 1. Answer the questions:

1.

9.

What are some examples of crises a business might face?

. Why is the first 24 hours after a crisis so important?
. What are the risks of not responding quickly or clearly during a crisis?

. Who usually makes up a crisis communication team?

2
3
4
5.
6
7
8

Why is it dangerous to avoid or ignore difficult questions from the public?

. What is “bridging” in communication, and how is it used during a crisis?
. How did the food company rebuild trust after its crisis?

. Why 1is internal communication as important as public communication

during a crisis?

What should be included in internal updates to staff during a crisis?

10.What are the three core values that define successful crisis management?

Exercise 2. True or False?

> » b

. A business crisis is always caused by internal company mistakes.

Staying silent during a crisis helps reduce negative attention.
A good crisis response should be quick, honest, and take responsibility.

Small businesses don’t need any crisis communication plan.
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. Difficult questions should be ignored to avoid making the situation worse.

. “Bridging” is a method of guiding conversation toward your key message.

. Only public communication matters in a business crisis.

5
6
7. Transparency can help rebuild trust after a crisis.
8
9

. Employees should receive talking points and support during crises.

10.A crisis is always bad for a company’s reputation.

Term

accountability

backlash

brand loyalty

corrective action

corporate

responsibility

Crisis

crisis fatigue

customer

reassurance

ACTIVE VOCABULARY
Definition Translation
accepting responsibility BIATIOBITAJIBHICTH
strong negative reaction from the HeraTHuBHA peaxuis /
public XBUJISL OOYpEHHS

how much customers stay loyal to a _
o JOSUTBHICTD J10 OpeH1y
brand despite issues

KOpUTYI0Yl 3aX0u / Jii

steps taken to fix a mistake JUISl BUTIPABJICHHS
cuTyarii
company’s duty to act ethically and KOpIlopaTUBHA
legally BI/IMOBIAANBHICTD

a serious, unexpected event affecting
. KpHu3a
the business

exhaustion from dealing with repeated
BTOMa BiJ] HOCTIHHUX
stressful events (common during long
Kpu3 / BUCHAXKEHHS
crises)

_ . 3aCIIOKOEHHS KIIIEHTIB /
calming worried clients by providing _ )
BITHOBJICHHS 1X
information and solutions
BIIEBHEHOCTI
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Term

damage control

disruption

empathy

escalation

integrity

internal

communication
investigation

legal risk

media briefing

PR (public

relations)

press release

public statement

recall

reputation

response plan

Definition Translation

efforts to reduce negative impact after a HeifTpasnizaiist 30UTKiB
Crisis / KOHTPOJIb IIKOIH

interruption of normal business nopyiuieHHs / 301ii B

operations poboTi
showing understanding for people’s emraris /
feelings CIIBIEPE)KUBAHHS

worsening of a situation 3arocTpeHHs (CUTYallii)

doing the right thing, even in difficult MOPSIHICTD /

situations JIOOPOYECHICTD
_ _ _ BHYTPIILIHSA
information shared with employees o
KOMYHIKaIlist
formal review of what went wrong pO3CiiyBaHHs

possibility of lawsuits or legal penalties  ropunuuHmil pusuk

meeting where journalists are given

opudinr aiist 3MI
updates
managing how a company is seen by 3B’SI3KU 3
the public IPOMAJICHKICTIO
official written statement shared with .
npecpenis

media

an official message from a company o
. odiriiiHa 3asBa
during an event

removal of a product due to safety or
o BiJIKJIMKAHHS TIPOYKTY
quality issues
how the public views a company pernyTartis
prepared actions a company follows

. o TJIaH pearyBaHHs
during a crisis

scenario planning preparing for potential future problems crienapue niaanyBaHHs
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Term Definition Translation

social media company’s public reaction via peakilisi KoMnaHii B
response platforms like X/Facebook/Instagram coIMepekax
person who speaks officially for the odimiHUA
spokesperson
company NpeACTaBHUK / PEYHUK

_ 3allIKaBJIEHAa CTOPOHA
anyone affected by or interested in
stakeholder _ (mapTHEpH, IHBECTOPH,
company actions

KJIIEHTH )
openness and honesty in .
transparency o PO30PiCTh
communication
rebuilding customer confidence aftera _
trust recovery o B1JTHOBJICHHS JIOBIpU
crisis
_ an employee who exposes wrongdoing iHpopmaTop /
whistleblower . o
in an organisation BUKPHBAY
VOCABULARY PRACTICE
Exercise 1. Match the terms with definitions:
Term Definition
Crisis A. Process of rebuilding lost customer confidence
Reputation B. Open and honest approach to communication
C. Someone who reports unethical activity inside the
Recall
company
Spokesperson D. Person who officially represents a company
Transparency E. Exhaustion caused by constant stressful situations
Whistleblower F. Formal public document released to the media

Internal communication  G. Sudden event that threatens a company
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Term Definition

Damage control H. Negative reaction from public or media

Press release I. Coordinated efforts to reduce impact after a crisis
Escalation J. Communication within the organisation
Stakeholder K. Steps taken to fix a mistake

Corrective action L. Deep review of a situation or event

Investigation M. Product removed due to safety or quality concerns
Trust recovery N. Any person or group affected by company actions
Crisis fatigue 0. A worsening or increase in intensity of a problem

Exercise 2. Fill in the gaps:

1. The company issued a to explain the data leak.
Strong 1s key to rebuilding public trust.
During the , over 50,000 units had to be withdrawn.
The CEO acted as a during the crisis.
The manager developed a detailed plan.

A formal has been launched to find out what happened.

A good leader accepts full when things go wrong.

A A o

The PR team prepared answers for the media

10.Due to constant pressure, the team experienced

11.A former employee acted as a to reveal financial fraud.
12.We implemented to avoid repeating the mistake.
13.Many lost trust and demanded a response.

14.The issue quickly due to poor communication.
15.Regular keeps staff calm and informed during crises.

Customers appreciated the company’s in handling the scandal.
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Exercise 3. Translate into English:

1. Kommnanist BTpaTuia 4aCTUHY peryTauii Micias KpU3H.
BoHu HeraitHo ony0JiKyBasid 0QiLiiHY 3asBY.
BHyTpiHsa KoMyHiKallis 1onoMoria 30eperta KOHTPOJIb.
IM moBesoCs BiAKIMKATH OPOAYKT 3 PHHKY.

Mu npoBenu BHYTPIIIHE PO3CI1yBaHHS CUTYaIlli.
BaxnBo pearyBatu 3 eMIari€ro y BaKKi MOMEHTH.
[leit mpaiiBHUK CTaB BUKPUBAYEM 1 TOBIIOMUB MeJia.

Mu po3pobmiin HOBY CUCTEMY 3an00IraHHs KpU3aM.

A A o

KiienTn nouanu BTpayatu 0BIpy.

10.3MI noyanu my0GiiKyBaT HEraTUBHI CTaTTI.

11.BoHu npuiHAIN KOPUTYIOUI J1i 1 3SMIHWIH MTOTITHKY .
12.Menemxep OyB 00IMYYSIM KOMIIAHIi y BCiX 1HTEPB 10.
13.Komnanist Hamaranacsi SMEHIIUTH HETaTUBHUI BIUIMB.
14.CnoxuBadyam noTpiOHI YITKI BIATOBI/1 Ta 3alIEBHEHHSI.

15.Mu MaeMo JOTPUMYBATUCh KOPIIOPATUBHOI BIMIOB1IAJIbHOCTI.

Exercise 4. Choose the correct word:

1. The lasted several weeks and caused delivery delays.
A) scenario
B) crisis
C) reputation
D) empathy

2. He was praised for showing during the press conference.
A) backlash
B) empathy
C) disruption

D) release
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. The company’s quick helped minimise the damage.
A) fatigue

B) recall

C) action

D) response

. We need to protect the company’s at all costs.

A) investigation

B) loyalty

C) responsibility

D) reputation

. Every employee is a in crisis communication.

A) whistleblower

B) stakeholder

C) journalist

D) follower

. We need more in how we explain decisions to clients.
A) escalation

B) transparency

C) risk

D) stress

. There was a strong social media after the incident.
A) planning

B) crisis

C) backlash

D) fatigue

. The CEO accepted full for the situation.

A) accountability

B) escalation

C) report

D) support
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9. The product was removed due to a risk.
A) media
B) legal
C) digital
D) market
10.They held a media to explain the next steps.
A) fatigue
B) release
C) briefing
D) loyalty

Exercise S. Synonym match:

Term Synonym / Similar Phrase
1. crisis A. emergency

2. transparency B. openness

3. corrective action C. fix

4. escalation D. intensification

5. investigation E. inquiry

6. backlash F. public anger

7. reputation G. public image

8. spokesperson H. representative

9. internal communication I. staff updates

10. accountability J. taking responsibility
11. disruption K. interruption

12. legal risk L. threat of lawsuit

13. media briefing M. press talk

14. scenario planning N. risk forecasting
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Term Synonym / Similar Phrase

15. whistleblower O. insider informant

GRAMMAR FOCUS: PASSIVE VOICE IN BUSINESS CONTEXT
What is the Passive Voice?
In Passive Voice, the object of the action becomes the subject of the sentence,
meaning that the focus shifts from who performs the action to what the action is
performed upon.
Passive Voice is formed with:

to be (in the corresponding tense form) + past participle (V3)

Tense Active Voice Example Passive Voice Example
. The manager handles Complaints are handled by
Present Simple
complaints. the manager.
_ The investigation was
Past Simple They launched the investigation.
launched.
Present Perfect We have updated our policy. The policy has been updated.
Future Simple They will recall the product.  The product will be recalled.
Modal Verbs We must fix the issue. The issue must be fixed.

In business English, Passive Voice is used:

. in formal style:
» “The product has been removed from the market.”
2. when agent / doer of the action is unknown:
> “A decision was made to close the factory.”
3. to avoid personal responsibility:
» “Mistakes were made, but steps are being taken to correct them.”
4. in reports and news:

> “A new security system will be implemented next month.”
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Passive Voice useful phrases in crisis situations:

“The issue is being investigated.”

“An official statement will be released.”
“Corrective actions have been taken.”
“Customer complaints are being addressed.”
“No information has been confirmed yet.”

“A press conference is scheduled for tomorrow.”

GRAMMAR PRACTICE

Exercise 1. Change from Active into Passive:

1.

The company published an apology yesterday.

. They are holding a media briefing now.
. Management has implemented new safety rules.
. We will send the report tomorrow.

. The PR team is preparing a press release.

2
3
4
5
6.
7
8
9

Someone deleted the customer database.

. The CEO announced the recall during the interview.
. They have closed the customer support line.

. The technicians are fixing the server issue.

10.They will investigate the cause of the problem.

11.A manager must approve the compensation.

12.They informed the stakeholders immediately.

13.Someone had leaked confidential data.

14.They cancelled the product launch due to bad feedback.

15.The board will review the response plan next week.

Exercise 2. Fill in the blanks with the correct passive form:

1. The issue (resolve) quickly.

2. A full report (prepare) by the legal team.
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3. The faulty items (already/return) by customers.
4. The meeting (schedule) for 10:00 a.m. tomorrow.
5. The email (not/send) yet.

6. The press conference (attend) by journalists.

7. The plan (revise) right now.

8. The results (share) with the team.

9. Our brand reputation (damage) by the scandal.
10.Clear instructions (give) to all employees.
11.The database (hack) last night.

12.No official comment (make) yet.

13.A video apology (record) as we speak.

14.The refund policy (update) soon.

15.The order (process) at the moment.

Exercise 3. Translate into English using Passive Voice:

1. IIpecpemni3 OyB miArOTOBICHUN ydopa.
VYci ckapru Bxe Oy po3rsiHYTI.

Hogi nmpaBuia OyayTh OroJoIIeH1 3aBTpa.
[Ipobiiemy Hapasi BUPINIYIOTh.

3ycTpiu e He OyJia mpu3HaYeHa.
[IpoaykTu Oynu BIAKIUKAHI 3 PUHKY.
Bigeo Bxe Oyno omy01iKOBaHO.

[IutanHa 0yJi0 3aJaHO KYPHAIICTOM.

A A o

BHyTpiiHe po3ciaigyBaHHs IPOBOIUTHCS 3apas.
10.KnienTiB 6yno noiHhOpMOBaHO HETANHO.
11.1Tomunka Oyiia BUSIBI€HA 1H)KEHEPOM.

12.Bci BianoBiji Oynu nepeBipeHi ABiyi.

13.11nan me He OyB 3aTBEPKECHUM.
14.Tudpopmarisa Oyzae posiciaHa A0 KiHLS JTHSL.

15.CniBpoOITHUKHY OYyJIM TPOIHCTPYKTOBAHI.
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Exercise 4. Choose the correct voice:
1. A statement (was issued / issued) by the CEO this morning.
We (investigate / are being investigated) the technical problem.
The report (has sent / has been sent) to legal.
The technician (fixed / was fixed) the server.
No official explanation (given / has been given) yet.
The company (is being blamed / blames) for poor communication.
They (launched / were launched) the new service yesterday.

The product (is still being tested / tests) in the lab.

A S A o

The feedback (was received / received) last week.

10.The problem (resolves / was resolved) by the IT team.

Exercise 5. Complete with your own passive sentences:
1. The new safety protocol has been...
. The faulty equipment was...
. The data breach is being...
. The press release will be...

. The service hotline is...

2
3
4
5
6. All customer complaints were...
7. The report hasn’t been...

8. The decision was not...

9. The company’s name was...
10.Legal action has been...

11.The security system was...
12.The issue might be...

13.The update has already been...

14.Staff members were...

15.The final response will be...
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SPEAKING PRACTICE

TASK 1. Discussion Questions (Pair or Group Work)

Discuss the given questions in pairs or small groups. Practise using the

vocabulary and grammar (passive voice, modal verbs):

1.

W

NS s

9.

Have you ever experienced or witnessed a crisis in a company or school?

How was it handled?

. What is the worst way a company could respond to a public crisis?

Should a CEO always be the person to speak during a crisis? Why or why
not?

How can social media make a crisis worse — or help resolve it?

Do you believe full transparency is always necessary during a crisis?

What are some good examples of companies that recovered from a crisis?
What would you expect to hear from a company if they had a serious

product failure?

. Is it better to act quickly and risk making a mistake, or wait for full

information during a crisis?

How should a company support employees during a crisis?

10.What kind of crises could happen in your future career field?

TASK 2. CRISIS SIMULATION (ROLE PLAY GAME)

Scenario: Product Recall Crisis

Your company has just discovered that one of its best-selling tech devices has a

dangerous fault in the battery. It has caused overheating in several cases. You

must handle the crisis.

Roles (4 students):

CEO (will speak to the media)
PR Manager (handles social media)
Legal Advisor (checks all communication for legal risk)

Customer Service Head (talks to angry customers)
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As a group, plan how you will:

o Communicate publicly

o Deal with social media backlash

« Reassure existing customers

o Present a clear plan of action

« Use the passive voice where possible (e.g., “A recall has been initiated...”)
Then perform a short role play, each person giving a 30-second update or

reaction.

TASK 3. SPEAKING CARDS — ANSWER & EXPAND (PICK & SPEAK)
Students receive a card — they answer the questions, then ask the partner.
Speaking Cards (for conversation practice):

1. A journalist asks, “Can we trust your company again?” — how do you
respond?
Y ou must explain to a customer why your product was recalled.
You’re in a TV interview: explain what steps the company is taking.
A shareholder demands answers — explain your action plan.
You’re briefing your staff — what do you tell them to keep morale high?
Describe how your company will regain public trust.
Explain the timeline of the crisis: what happened and when?

Reassure a group of customers during a live call.

X 2N kWD

Tell the press what corrective actions have been taken.

10.Describe what will change in the future to avoid this problem again.

TASK 4. CASE STUDY DISCUSSION: THE SOCIAL MEDIA
MELTDOWN

Senario: 4 cosmetics brand accidentally posts an offensive comment on its official
Instagram account. Within an hour, it goes viral. Thousands of users are outraged.

Hashtags calling for a boycott are trending worldwide.
Roles (4-5 students):
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Head of PR

Social Media Manager
Marketing Director

Legal Advisor

Brand Ambassador (optional)

Discuss and decide:

Goal:

[V I SN VS B\

What immediate steps should your team take in the first 2 hours?
Should you delete the post or keep it with an apology?

What kind of public statement should be made — and where?
How should employees be informed and trained after this?

How will you measure if trust is being restored over time?

Draw up a brief action plan + a 30-second presentation from each team member.

TASK 5. ETHICS UNDER PRESSURE (DEBATE & CRITICAL
THINKING)

Discussion topic: Sometimes it’s better for a company to hide information during

a crisis if it will cause panic or harm the brand.

Discuss the topic above and answer whether you agree or disagree with it. For

it:

. Divide into two teams: “For” and “Against”

Prepare 2—-3 arguments for your side.

. Use active vocabulary (reputation, stakeholder, transparency, damage

control, accountability, etc.).

. Present your position (1 minute each).

. The moderator (a student or teacher) determines the winning team.
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WRITING PRACTICE
BUSINESS WRITING FOR CRISIS SITUATIONS

TASK 1. FORMAL APOLOGY LETTER (EXTERNAL)
Sinario: Your company has accidentally sold a batch of faulty goods that may be

dangerous. You need to write a formal letter of apology to your customers.

Model
Subject: Apology and Product Recall Notice

Dear Valued Customer,

We sincerely apologise for the inconvenience caused by the recent issue
involving our product [Product Name]. After thorough investigation, a fault in the
production process was discovered, which may affect the quality and safety of the
item.

As a precaution, we are initiating an immediate product recall and request
that you stop using the item. All affected products will be fully refunded or
replaced, depending on your preference.

We deeply regret any disruption this may have caused and assure you that
corrective actions have been taken to prevent such incidents in the future. Your
safety and satisfaction remain our top priority.

If you have any questions, please contact our support line at [Phone
Number] or email us at [Email Address].

Thank you for your understanding and continued trust.

Sincerely,

[Your Name]

Head of Customer Relations

[Company Name]

USEFUL PHRASES FOR APOLOGY LETTERS:

« We apologise for the inconvenience caused.
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o A defect has been discovered in...

« We are taking full responsibility for...

o Affected customers will be...

« Preventive measures have already been implemented.
o We appreciate your continued trust.

« Please contact us if you need further assistance.

TASK 2. INTERNAL CRISIS REPORT (FOR MANAGEMENT)
Sinario: Prepare an official report for the company’s management on the progress
made in resolving the crisis (e.g., a data breach, negative press coverage, or a

system failure).

Model

Subject: Internal Report — Handling of Data Breach Incident
To: Senior Management

From: IT & Crisis Management Team

Date: [Insert Date]

1. SUMMARY OF THE INCIDENT
On August 12, a data breach was detected in our customer management
system. Sensitive data, including client emails and phone numbers, may have been

exposed.

2. ACTIONS TAKEN
o The breach was contained within 3 hours.
« Affected users were informed within 24 hours.
o The IT system was patched and resecured.

o A press release was published on August 13.
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3. IMPACT
o Approximately 2,500 user accounts were affected.
o Temporary disruption of online services (3 hrs).

« Negative media coverage on two platforms.

4. NEXT STEPS
o Full internal audit (by Aug 20)
« Staff training on cybersecurity (Sept 1-5)
o Transparency policy update (Q4)

5. CONCLUSION
The situation is under control. Public trust is being rebuilt through open

communication and preventive strategy.

Respectfully,
[Your Name]

Crisis Response Coordinator

TASK 3. EMAIL TO STAKEHOLDERS (PARTNERS, INVESTORS, KEY
CLIENTYS)
Senario: Your company has just weathered a public crisis (a data breach, a
controversial advert, or a product failure). You need to send a professional letter
to stakeholders in order to:

e inform them of the incident,

e reassure them that the situation is under control,

e maintain trust.

Model Email to Stakeholders
Subject: Statement on Recent Incident and Our Next Steps

Dear Partners and Stakeholders,
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We would like to address the recent incident that has received attention over
the past few days. As you may be aware, a data security issue was identified in our
system on [insert date], affecting access to a limited number of client accounts.

Our team responded immediately, and the issue was fully contained within a
few hours. We have taken firm corrective actions, including an internal audit,
security upgrades, and client notification. Most importantly, no financial or highly
sensitive data was compromised.

We take full responsibility for the situation and are committed to full
transparency. Our clients have been informed, and we are offering full support to
those affected.

Please be assured that we are taking this matter extremely seriously and will
continue to prioritise data protection and public trust.

If you require more details or wish to discuss this directly, feel free to reach
out to me or our risk management team.

Thank you for your continued partnership and support.

Sincerely,

[Your Name]

Head of Corporate Affairs

[Company Name]

USEFUL PHRASES FOR STAKEHOLDER EMAILS:
o We would like to clarify the situation regarding...
o The issue has now been resolved.
o We are conducting a full investigation.
« Immediate steps have been taken to prevent recurrence.
« Your trust is important to us.

e We are available for further discussion.
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UNIT 12: MERGERS AND ACQUISITIONS
TEXT: UNDERSTANDING M&AS. MAKING A BUSINESS
PRESENTATION

Mergers & Acquisitions: Opportunities and Challenges in Global
Business

In today’s fast-paced and highly competitive business environment, mergers
and acquisitions (M&A) have become common strategies for growth, expansion,
and survival. Whether it's a large corporation acquiring a smaller tech startup, or
two established firms merging to strengthen their market position, M&A deals can
significantly reshape industries and create new opportunities. However, such deals
also carry considerable risks and challenges.

A merger occurs when two companies agree to combine and operate as a
single entity, often with shared control and resources. In contrast, an acquisition
happens when one company purchases another and takes over its operations. While
both strategies aim at synergy and increased efficiency, the motivations and
dynamics behind each can be quite different.

There are several reasons why companies pursue M&As. First, it is a
strategic way to enter mew markets, especially for companies looking to go
global. Instead of building operations from scratch in a foreign country, a firm may
acquire a local competitor with an existing customer base and infrastructure. This
reduces entry barriers and provides immediate access to new clients, suppliers, and
distribution channels.

Second, M&As can help companies gain access to new technologies or
products. For example, a traditional manufacturing firm may acquire an innovative
tech startup to modernise its processes or expand its offerings. In many cases, such
acquisitions are not only about physical assets but also about intellectual
property, brand equity, or specialized human capital.

Third, M&As are often used to achieve economies of scale, where

combining operations leads to reduced costs per unit. By eliminating redundant
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departments, sharing administrative functions, or optimizing supply chains, the
new, larger entity can operate more efficiently and improve profitability.

Despite the potential benefits, the M&A process is complex and filled with
challenges. One major concern is cultural integration. When two companies
come from different corporate cultures — especially in international deals —
conflicts can arise over communication styles, decision-making processes, and
employee expectations. Poor cultural alignment can lead to low morale, high staff
turnover, and failure to realise the expected synergies.

Another challenge lies in regulatory approval. Large M&As are often
subject to strict antitrust laws and must be approved by governmental authorities.
This process can be time-consuming, expensive, and uncertain. If regulators
believe that a deal would reduce competition or harm consumers, they may impose
conditions or even block the transaction altogether.

Due diligence is another critical step in the M&A process. This involves a
thorough investigation of the target company’s finances, legal obligations, and
operational risks. Inadequate due diligence can result in overpaying, acquiring
hidden liabilities, or inheriting unresolved legal disputes.

Financial risk is always present. Some acquisitions fail to deliver the
promised value because of overestimated synergies or unrealistic expectations. In
such cases, shareholder value may decline, and companies may be forced to
restructure or sell off assets.

Communication is vital during and after the M&A process. Stakeholders —
including employees, customers, investors, and regulators — need clear and timely
information about what the deal means, how it will be implemented, and what
changes to expect. Without proper communication, uncertainty can lead to fear,
resistance, and damage to the company’s reputation.

Nevertheless, when done right, mergers and acquisitions can bring enormous
value. Iconic M&A deals, such as Facebook’s acquisition of Instagram, Disney’s
purchase of Marvel, or Amazon’s takeover of Whole Foods, have helped these

companies expand their reach and remain competitive.
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In conclusion, M&As are powerful tools in the business world. They offer
companies the chance to grow, innovate, and compete globally. But success
depends on careful planning, thorough due diligence, cultural sensitivity, and
transparent communication. For business leaders, the challenge is not just closing

the deal — but making it work long after the contract is signed.

COMPREHENSION TASKS

Exercise 1. Answer the questions:
1. What is the difference between a merger and an acquisition?
2. Why might a company acquire another firm in a foreign country?
3. How can M&As help companies reduce costs?
4. What are some examples of non-physical assets a company might gain
through acquisition?
5. What is meant by the term “economies of scale”?
6. Why is cultural integration a challenge in M&A deals?
7. What risks are associated with poor due diligence?
8. Why is regulatory approval necessary for some mergers?
9. What can happen if communication during the M&A process is poor?

10.What are some examples of successful M&A deals mentioned in the text?

Exercise 2. True or false?
1. A merger involves one company taking control of another.
. Acquiring a local company in a new market helps reduce entry barriers.
. Cultural differences are rarely a problem in M&As.

. Due diligence helps identify potential risks before the acquisition.

. Companies never fail after a merger or acquisition.

2
3
4
5. Regulatory bodies may block mergers that reduce market competition.
6
7. Communication is only necessary after the deal is complete.

8

. Intellectual property can be a key asset in some acquisitions.
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9. Economies of scale refer to higher operational costs after a merger.

10.The text suggests that planning is not essential for M&A success.

ACTIVE VOCABULARY

Term Definition Translation

o When one company buys another to
Acquisition [Tornuuannus
take control

Law preventing monopolies and AHTHUMOHOIIOJIbHE
Antitrust law . -
promoting competition 3aKOHOJ1aBCTBO
Anything valuable owned by a
Asset AXTHUB
company

Brand equity =~ The value of a brand in the marketplace = Bbpennosa miHHICT

o The act of making a business stronger o
Consolidation . . Koncommanis
by merging functions

The financial and legal framework of a
Deal structure o CrpykTtypa yroau
merger or acquisition

Sharing important or legally required

Disclosure . . Poskputta inpopmarrii
information

» A detailed investigation before a IOpunnuna/dinancora

Due diligence _ _
business deal nepeBipka

. Cost advantages from increased _ _

Economies of scale _ Exonowmis Ha MaciTali
production

Equity The value of ownership in a company Bnachuit kamitan
JloOpoBinibHE

Friendly takeover A takeover agreed upon by both parties
MOTJIUHAHHS

A company’s plan to increase its size _
Growth strategy Crparerist 3pocTaHHs
or market share
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Term Definition

. A takeover resisted by the target
Hostile takeover
company's management

The process of combining two

Integration . .
companies’ operations
Legal rights to inventions, ideas, or
Intellectual property
brands
Liability Legal or financial obligations
The combination of two companies
Merger _ _
Into one new entity
o Formal discussions to reach an
Negotiation

agreement

The company that acquires or controls
Parent company
another

_ The amount of profit a company makes
Profit margin _
compared to its sales

Permission from government to
Regulatory approval _
proceed with the deal

. Changing the structure of a company
Restructuring
post-merger

_ Identifying potential problems in a
Risk assessment .
business deal

Buying company shares to gain
Share purchase

ownership
A person or entity that owns shares in a
Shareholder
company
Individuals or groups affected by
Stakeholders

business decisions

Translation

Bopoxe nornmmHanHs

[aTerparis

InTenexryanbHa

BJIACHICTH

30008’ 13aHHS

3uTTd

IIeperosopu

MartepuHchbKa KOMITaH1s

PenrtabenpHICTH

Perynsaropue cxBaneHHs

Pectpykrypu3zaris

O1iHKa pU3HKIB

KymiBns akiii

AKITI0HED

3arikaBieHi CTOPOHU
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Term Definition Translation
Combined power or efficiency of two .
Synergy _ Cuneprisa
merged companies

The act of gaining control of another

Takeover 3axOIUIeHHs] KOMITaHi1
company
Target company The company being acquired [{inboBa KOMITaHIs
_ Determining the worth of a company or
Valuation OmuiHka BapTOCTI
asset
VOCABULARU PRACTICE

Exercise 1. Match the word to the correct definition:
Term Definition

A. A process of combining business operations after

1. Merger
a deal
2. Acquisition B. The unification of two companies into one
3. Due diligence C. A discussion aimed at reaching an agreement
D. The act of checking all legal and financial details
4. Synergy

before buying

_ E. The process of strengthening a business through
5. Integration o
combination

F. A company’s property or anything valuable it

6. Takeover
owns
7. Hostile takeover G. Evaluation of threats and potential problems
H. A deal made without the target company’s
8. Asset
consent
9. Liability I. The process of estimating a company’s worth
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Term Definition

J. When one firm gains control over another, often
10. Equity
without agreement

11. Stakeholder K. Buying another company completely

L. Combined strength or benefit resulting from
12. Valuation

joining companies

o M. A person or group affected by company
13. Negotiation

decisions
14. Consolidation N. The value of ownership interest in a company
15. Risk assessment O. An obligation or debt owed by the company

Exercise 2. Complete the sentence using vocabulary:

synergy, brand equity, hostile takeover, antitrust law, shareholder,
valuation, deal structure, disclosure, restructuring, consolidation, asset,

acquisition, merger, due diligence, negotiation

[

. The  between the two firms resulted in a new market leader.
The company announced a major  to simplify operations.
We entered a 3-week ~ phase before signing the final agreement.
The proposed ~ was rejected by the board of directors.

must be done to avoid legal surprises.
The CEO promised full  to investors during the crisis.
Theirmain _ 1s a patented Al algorithm.

The created savings of over $10 million.

A A o

A clear 1s essential to avoid conflict after the deal.
10.She is the largest and owns 18% of the business.
11.The government blocked the deal under

12. Their grew after launching a successful eco-product line.
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13.The lasted for hours, but they reached an agreement.

14.The company’s was estimated at $120 million.

15.The board discussed whether a or joint venture would be better.

Exercise 3. Choose the correct option:

[E—

[V I SN VS B\

A (merger / takeover) usually involves mutual agreement between firms.
The (valuation / liability) of the company was too high for the investor.
Cultural differences can delay the (integration / equity) process.

An (acquisition / antitrust law) prevented the deal from going through.

The CFO led the (due diligence / consolidation) to verify the company’s

finances.

6. The bank is considered a key (stakeholder / asset) in the project.
7.
8
9

They agreed on the (deal structure / shareholder) in just one meeting.

. A (synergy / risk assessment) showed potential overlap in services.

. The media demanded (disclosure / equity) of the negotiation details.

10.They were afraid of a (hostile takeover / brand equity) by a rival.

11.The company increased its (consolidation / valuation) after the acquisition.

12.The (negotiation / restructuring) helped to align both company cultures.

13.He sold his (stakeholder / shares) just before the merger.

14.The CEO announced a (merger / liability) with a competitor.

15.The law firm advised on all (equity / legal risks) involved.

Exercise 4. Translate from Ukrainian into English:

1.

NSk w DD

3aUTTS ABOX KOMITaHIN

diHaHCcOBa MepeBipKa Nepe1 yroaoko
BapricTts 6penny

O1iHKa pU3HKIB

[Tornmuuanns 6e3 3rogu

Bnacuwmii kamitan

[nTerpartis micnst yroau
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8. IHTenekTyanbHa BIACHICTh

9. 3ailikaByieHi CTOpOHU
10.PectpykTypu3aiiisi Komnasii
11.CexpeTHICTb 1 pO3KpUTTS 1HPopMAaIii
12.KymniBinst axiiif

13. AHTUMOHOIIOJIEHE 3aKOHOIaBCTBO
14.AxTrBU Ta 3000B’A3aHHS

15.Ctpareris 3pocTaHHS KOMIIaHi1

Exercise 5. Make sentences using active vocabulary:
1. Acquisition

Synergy

Intellectual property

Regulatory approval

Consolidation

Merger

Risk assessment

Deal structure

A A o

Brand equity
10.Valuation
11.Due diligence
12.Hostile takeover
13.Stakeholders
14.Restructuring

15.Negotiation
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GRAMMAR FOCUS: REPORTED SPEECH
IN BUSINESS COMMUNICATION

What is reported speech?

Reported speech (umenpsima MoBa) is when we convey another person’s words or
thoughts, not word for word, but with certain changes (particularly in tenses,
pronouns, and time/place adverbs).

Direct speech: “We will complete the merger next week.”

Reported speech: He said (that) they would complete the merger the following

week.
REPORTED SPEECH CHANGES
Direct Speech Tense Reported Speech Tense
Present Simple Past Simple
Present Continuous Past Continuous
Present Perfect Past Perfect
Past Simple Past Perfect
Future Simple (will) would
can / may / must could / might / had to

! If the situation is still relevant, you can leave the time unchanged, particularly

1n business documents.

BUSINESS-SPECIFIC REPORTING VERBS

In business context, other verbs are often used instead of say/tell:

Verb Examples

announce The CEO announced that a merger would take place in July.
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Verb
confirm
explain
admit
deny
suggest
promise
warn
report

agree

Direct Speech
today
tomorrow
next week
yesterday

last year

here

now

Examples
The manager confirmed that due diligence had already started.
He explained that synergy could reduce costs significantly.
She admitted that mistakes were made during the acquisition.
They denied that any legal violations had occurred.
He suggested that we postpone the negotiation.
The director promised that all stakeholders would be informed.
The lawyer warned that regulatory approval could be delayed.
The press reported that talks were in the final stage.

Both parties agreed that full disclosure was necessary.

TIME AND PLACE CHANGES
Reported Speech
that day
the next/following day
the following week
the day before
the year before
there

then

Examples (Before — After)

1. “We are reviewing the contract.”

— The legal team said they were reviewing the contract.

2. “We signed the deal yesterday.”

— She reported that they had signed the deal the day before.
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. “Our goal is to expand into Asia.”

— The CEO stated that their goal was to expand into Asia.

. “We will present the figures tomorrow.”

— He explained they would present the figures the next day.

. “This product line is no longer profitable.”

— The manager admitted that the product line was no longer profitable.

GRAMMAR PRACTICE

Exercise 1. Rewrite sentences in Reported Speech:

1.

The CEO said, “We are considering a merger with a competitor.”

2. The manager said, “I will send the updated contract tomorrow.”
3. “Our marketing strategy is not working,” said the CMO.

4.
5

The lawyer said, “You must sign the disclosure agreement.”

. The financial director said, “We reviewed the company’s valuation

yesterday.”

. “The negotiations have gone well so far,” she said.

6
7.
8
9

“We cannot disclose the deal structure,” the PR manager said.

. “The acquisition will create new opportunities,” said the spokesperson.

The HR director said, “We are hiring more people for integration.”

10.“We expect regulatory approval next week,” the advisor said.

11.The consultant said, “I am analysing the risks right now.”

12.“This 1is our biggest international deal,” said the CEO.

13.“We’ll begin restructuring next quarter,” he said.

14.“There were no major liabilities,” said the finance team.

15.“T have spoken to the shareholders already,” said the director.

Exercise 2. Choose the correct reporting verb (say, admit, promise, warn, deny,

confirm, report, explain, suggest, announce):

1. The board that they would close the deal by Friday.
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2. The CFO __ that the due diligence revealed several issues.

3. The company  launching a new product line after the merger.

4. The PR officer  that the brand had suffered reputational damage.
5. The CEO __ to maintain transparency throughout the process.

6. The lawyer  that ignoring disclosure laws could result in fines.
7. Thereport  that both sides agreed on the valuation.

8. The executive  any financial wrongdoing during the acquisition.
9. The analyst  the benefits of economies of scale.

10.The director _ the acquisition during a press conference.

11.The consultant  that the risks were manageable.

12.The spokesperson  the company was stable.

13.The chairman __ the shareholders about the strategic goals.
14.The ITteam  they had updated the security system.

15.The advisor  that the negotiation should continue next week.

Exercise 3. Correct the mistakes in sentences:
1. He said that we will finish the report today.
. She told that the deal 1s completed last week.
. They say that the valuation had been too high.
. The lawyer said us to read the agreement.

. The director said that “we will launch the campaign”.

2
3
4
5
6. He explained that the integration process is difficult now.
7. She announced that the merger completed yesterday.

8. He told that they are going to cancel the meeting.

9. The analyst told that “the risks are minimal”.

10.The CFO promised that he will send the figures tomorrow.
11.The speaker said that they has opened a new office.
12.She said that she will informs the stakeholders.

13.The manager said that they were signed the contract.

14.They told that the antitrust law block the acquisition.
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15.The consultant said me the report was incorrect.

Exercise 4. Translate into English using Reported Speech:
1. Bona cka3zana, 1jo KOMIIaHisi A0CSTIa CTPaTEriyHOT METH.
. BiH nosicHUB, 1110 IEPETOBOPU TPUBAIOTH BIKE THKJICHD.
. JupexTop miATBEPAUB, IO ayJUT 3aBEPIICHO.
. Bonu 3anepeuniiu, 1o NOPyUIMIN aHTUMOHOIIOIBHUN 3aKOH.

. PagHuk moBigoMuB, 110 Yroay e He MiINUCaHO.

2
3
4
5
6. AHaNiTUK CKa3aB, 110 OlLIIHKAa KOMIIaHii OyJa 3aBUIIEHOIO.
7. KepiBHUK MOOOIIAB, 1110 IHBECTOPIB Oy/1€ MOBIJOMIIEHO.

8. BoHa ckaszana, mo 1HTerpauis NOYHEThCSI HACTYITHOTO MICSLISL.
9. IlapTHepu 3asBUIIH, IO XOUYTh 30€perTi KOHTPOJIb.
10.Menemxep monepeaus, 0 pU3UKHA BUCOKI.

11.BiH cka3aB, 1110 BOHM IIYKAaIOTh CTPATETIYHOTO MapTHEPA.
12.IlpeacraBHUK CKa3aB, 110 OpeH]T BTPaTUTh MO3UIIIT 0€3 3MiH.
13.JIupexTop ckazas, 10 BiH B3KE€ MPOBIB 3yCTPIY 13 KOMaHIOIO.

14.¥Opuct nosicHUB, 110 KOHQ1ICHIIIHICTh € KIFOYOBOIO.

15.Bonu ckazanu, 1o 1e HalKpaiila MOXKJIUBICTh JJIsl pO3IIUPEHHS.
SPEAKING PRACTICE : PRESENTATIONS AND COMMUNICATION

TASK 1. ROLE CARDS & QUESTIONS

Use in pairs or small groups speaking cards

Card 1. You are the CEO of a company planning to acquire a competitor.
Task: Prepare to present the reasons for the acquisition to stakeholders.
Talk about:

o Strategic goals

o Synergies

o Market benefits
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Cultural integration

Risks and how to address them

Card 2. You are an external consultant advising a company on a merger.

Task: Explain the steps of due diligence and what risks need attention.

Focus on:

Financial checks
Legal compliance
Brand compatibility
Integration plans

Regulatory issues

Card 3. You are a shareholder concerned about the merger.

Task: Ask questions during a stakeholder meeting. Ask about:

Impact on profits

Job security

Timeline

Changes in leadership

Market expansion

Speaking prompts:

Why do some mergers succeed and others fail?

What are the biggest risks during a merger or acquisition?
How can companies overcome cultural differences?

Should government restrict large mergers? Why or why not?

Is merging always better than growing organically?
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WRITING PRACTICE : BUSINESS PRESENTATION & EMAIL

TASK 1. WRITE A PRESENTATION SCRIPT (150-200 words)
Topic: Announce and explain your company’s merger with a regional competitor.
Structure:
1. Introduction — Who you are, why we are here
Reason for the merger — Market, innovation, scale
Benefits — For employees, clients, investors

Next steps — Timeline, integration

[V I SN VS I\

Conclusion — Positive tone, invite questions

Model (Opening)

Good morning everyone,

I’m pleased to welcome you all today. As CEO of GreenLine Corp., I’d like
to officially announce that we are entering a merger agreement with EcoTech
Solutions, a respected regional competitor. This strategic step will strengthen our
position in the renewable energy market and bring innovative solutions to our

clients.

TASK 2. EMAIL TO INFORM STAKEHOLDERS (120-150 words)
Subject: Important Update: Upcoming Merger with EcoTech Solutions
Include:

» Purpose of the email

o Key merger details

« Reassurance about impact

« Invitation to contact with questions
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Model
Subject: Important Update: Upcoming Merger with EcoTech Solutions

Dear Stakeholders,

We are pleased to inform you that GreenLine Corp. will be merging with
EcoTech Solutions in Q1 of the upcoming year. This decision aligns with our long-
term growth strategy and our commitment to sustainability and innovation.

All existing operations and partnerships will continue without interruption,
and our teams are working closely to ensure a smooth transition. We appreciate
your continued support and confidence.

Should you have any questions, please feel free to reach out directly.

Best regards,

Anna Roberts

CEO, GreenLine Corp.
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