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Helping
companies to
change

Anne Deering

Watch the
interview on
the DVD-ROM.

UNIT3 »» CHANGE

Without looking back at the article, try to match the words to form
common word partnerships.

1 luxury a) executive
2 chief b) models
3 parent c) effect

4 fourth d) company
5 management e) brand

6 fuel-efficient f) style

7 team g) approach
8 dramatic h) quarter

Now check your answers in the article.

According to the article, which of these factors helped Mercedes improve
its performance?

Mr Zetsche's walrus moustache

Having BMW as a rival

Being hard

Increasing jobs

Giving workers security for life

Using Mr Zetsche's operational experience
Cutting jobs

Building cars the experts want them to build

VW ON WM D W N =

Lowering product quality
10 Improving the looks of new Mercedes cars
11 Producing new models

12 Using a team approach

Imagine you are Mr Zetsche. What other actions would you have taken
at Mercedes?

«) cD1.14 Anne Deering is Head of Transformation Practice at international
management consultants AT Kearney. Listen to the first part of the
interview and complete the gaps.

1 Whatarethey............ cooeeneenn , how are lhey going to .
..%, and how will they kncw they ve .

2 Make sure people are

o in the change, that they feel this is
somethmglheyaredomg or.

. and not something which is being done

«) cp1.15 Listen to the second part. What are the two main problems that
businesses face when going through change?

<) cD1.16 Listen to the final part, where Anne talks about Nokia-Siemens
Networks, and answer the questions.

1 What was the main purpose of the merger?
2 What do these numbers refer to?
a) 8,000 b)72
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LANGUAGE REVIEW

Past simple and
present perfect

26

Managing
meetings

* We use the past simple for actions at a particular point in the past.
1In 2002, Mercedes suffered a dramatic fall.
Dieter Zetsche became Head of Mercedes in September 2005.

* We use the present perfect for actions linking the present to a point in the past.
Since 2005, Mercedes has gone from the worst-performing of the large luxury car
makers to the trailblazer.

Grammar reference page 147

Which of the following expressions are used with the past simple and which
are used with the present perfect? Which are used with both?

in 2010 since 2009 yet
this week yesterday ever
recently last year six months ago

Complete this short business brief about Vietnam using the past simple or
the present perfect forms of the verbs in brackets.

Vietnam............ ! (go) through many changes in its history and ............" (experience)
many economic changes recently. It is currently experiencing an economic boom. In
1986, the government............ (introduce) economic reforms or doi moi (doi meaning
change and moinew). The reforms............. * (permit) the setting up of free market
enterprises and...........~ (abolish) the practice of collective farming. However,
agriculture remains the most important part of the economy. Vietnam...........
(recently/become) the second largest producer of rice in the world after Thailand. The
industrial sector............ (show) dramatic improvement and expansion as well. In

1993, the World Bank............. # (declare) 58% of the population tobe living in poverty.
By 2005, this figure was less than 20%. Vietnam ............ ? (also/make) great strides on
the international stage in the last decade or so. 1t ............"° (become) a full member of
ASEAN in 1995, and of the WTO in 2006. The effects of this new-found prosperity can

be seen everywhere. Large, glitzy malls....... ** (appear) in major cities, while streets
once filled with bicycles are now overflowing with locally produced Japanese, Korean
and Chinese motorbikes and cars. Business visitors wishing to relax in a more traditional

Vietnamese town should visit Hoi An. Hoi An . (be) a major Asian trading port
in the 17th and 18th centuries, and its picturesque architecture and relaxed lifestyle
...’ (change) little over the years.

Talk about recent changes that have happened in your town, company
or country.

Think of two meetings you have attended that were a) successful and
b) unsuccessful. What were the reasons in each case?

«) cp1.17 Four managers are discussing their company’s policy about
smoking. Listen to the meeting and answer the questions.

1 Why are some people not happy with the behaviour of the staff who smoke?
2 What is Eduardo’s solution to the problem?

3 Why does Mitsuko object to Eduardo’s proposal?

4 What proposal does William make?
5

Do the managers reach a decision about the smoking policy?
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AUDIO SCRIPTS

become very cynical about programmes'ability todeliver real change
and change that's sustained over time, so it can be very hard to bring
people along and create passion, enthusiasm acound change when
they've seen it again and again.

And the second big area that I see is the ability to get leaders engaged
and aligned around the change, so that leadership speaks with one
voice, leadership provides a role model for the organisation, and

very importantly, helps the organisation stay focused on the change
throughout what is sometimes a long and difficult process.

CDITRACK 16 (I = INTERVIEWER, AD = ANNE DEERING)

I Canyougive us an example of an organisation that you have helped
to change?

AD We work with a wide range of organisations around the world. One
wehelped recently was Nokia and Siemens when they merged their
networks business. That was a very exciting change programme
ata time of trying to create better value for the organisation. We
helped NSN create a future for the organisation, so we had 8,000
people involved around the world in a conversation over 72 hours
in which they constructed the values of the future organisation and,
following that, then put changes in place that would make that future
organisation a reality for them.

CD1TRACK 17 (P=PETRA, E = EDUARDO, M = MITSUKO, W = WiLLIAM)

P Good morning, everyone, I take it you've received the agendaand
the minutes of our last meeting. Does anyone have any comments?

E/M/W No/OK.

P Right. The purpose of this meeting is to discuss our smoking policy.
As you know, people are complaining that our stafthave been
smoking just outside the door of the building and leaving cigarette
ends everywhere on the pavement. That's not acceptable. Eduardo,
you're a smoker, what do you think we should do about it?

E  Well, I think we should be able to smoke outside the restaurant, on
the balcony. It's big enough for plenty of people to sit there, it's in the
open air, and we smokers would be happy. We wouldn't bother to go
outside the building.

P Mmm, interesting. How do you feel about that, Mitsuko? Do you
agree with Eduardo?

M Notatall Our policy has always been ‘nosmokingon company
premises! | think we should keep it that way. Non-smoking staff often
go out on the balcony to relax, they don't want to breathe in a lot of
filthysmoke. No, it’snot atall—

W Come on, Mitsuko, I'm not a smoker, but I do think you should be a
little more open-minded, more tolerant ...

P I'msorry, William. What you say is very interesting, I'm sure, but
could you let Mitsuko finish, please? You'll get your turn to give your
opinion.

W Sorry forinterruptingyou, Mitsuko. Please go on.

M Tjust wanted to say, I don't think we should provide placesin the
building for people to smoke. It's setting a bad example, especially to
younger staff.

P William, what do you want to say?

W Tjust think we have to try to understand smokers. They're addicted
to smoking, they find it very hard to give up, so we should provide
them with somewhere to enjoy their habit. Or, if we can’t do that,
give them a longer break during the morning, say at 11 o'clock, so
they can go to the park near here and havea cigarette.

M I think that's a good idea, Petra. It would show smokers that we want
to help them, you know, that we're a tolerant, open-minded company.

P Nota bad idea. It's definitely worth considering, too. But f thinkwe
should move on now. Can we come back to the smoking issue at our
next meeting? [ want to get the opinion of staff about our smoking
policy. So they'll be getting a questionnaire about it from our HR
department ...

OK everyone, thanks for your comments. To sum up, then, on the
smoking policy, we'll consider whether we want to give smokers

a longer break in the morning. And we'll discuss the matter again
atnext week’s meeting, OK, any other business? ... Right, thanks
everyone for your contributions. Have a good lunch.
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CD1TRACK 18 (I =INTERVIEWER, SH = ScOTT HENDERSON)

I First ofall, Mr Henderson, what was your main reason for the
acquisition?

SH Well, it'll benefit our group in many ways. Obviously, we expect the
deal to boost our earnings. It's bound to be good for our bottom line
- notimmediately, but the year after next, we're hoping ...

I Hold on, it soundsto me, from what you're saying it'll be bad for

your bottom line, won't it>

Look, likeallacquisitions, the reorganisation will involve additional

costs, so these will affect earnings in the early stages - all mergers are

costlyat the beginning.

I Mmm, I suppose there'll be savings as well.

SH What exactly do you mean?

| Well, savings in termsof personnel, stalTcuts, redundancies ...

SH I'd rather not comment on that, if you don’t mind. We're in the early
stagesat present, nothing’s been decided yet.

I Sowhatare the synergies? What are the main benefits, apart from
boosting earnings in the long run?

SH Well, we plan to expand the TV channels, offer morevarietyand sell
more entertainment products. Also, we'llimport alot of Australian
films for Asian audiences. I want to make our new group a strong.
force in Asia.

I Isee. Are you worried about the cultural diff erences between the two

organisations?

Notreally. There'll be some initial problems, no doubt, but our

‘managershave an understanding of Chinese culture, and don't

forget, 'm a fluent Mandarin speaker. But of course, the working

language in the group will continue to be English.

I Right Thanks very much, Mr Henderson. I hope your company will
be very successful in the future.

SH Thank you.

WORKING ACROSS CULTURES 1: SOCIALISING

CD1TRACK 19 (AS = ANTONIO SILVA, | W = JAMES WHITFIELD)

AS Hi, I'm Antonio Silva, nice to meet you.

JW Nice to meet you, too. I'm James Whitfield. Call me James.

AS Where are you from, James?

W I'm from Atlanta, Georgia. Howabout you?

AS I'vecomealong way. I'm from Belo Horizonte in Brazil. I'm Sales
Managerforan office equipment group, Techko. Maybe you know us?

W Yeah, I've certainly heard of your company. I work for New Era, in
New York. I'm a systems analyst.

AS Right. How is business going for you? Is it a bit tough, like for most
people?

JW No, not so far. Actually, our sales were up last quarter, but its early
days, I suppose. To be honest, we're all worried about the future, no
doubt about that. How about your company?

AS Things are not too good at all. We've had quite a few redundancies
lately. All departments have been told to cut costs this year. It's not
goingto be easy, butwe've gotto doiit.

JW Mmm, doesn't sound too good.

AS No, but these are difficult times for everyone. How was your journey
here? I suppose you came by air, did you?

JW Yeah, it was quite a long flight, a bit turbulent at times, but the food
and service were OK, so I'm not complaining. How about your
journey?

AS Prettyexhausting. But I stopped over at Los Angeles and did some
business there. So 1 did get a rest before coming here. Are you staying
at this hotel?

W Actually, I'm not. I'm lucky, I'm staying with my daughter. She lives
downtown, not far from here, and she insisted 1 stayed with her. It's
fine by me. She's a fantastic cook!

AS Woah, you're lucky. I'm staying in a pretty cheap hotel a few blocks
awayto cut costs, and I'm not at all happy.

JW How's that?

AS Well, theroom's very small, and the hotel doesn't have many
facilities. It would be nice if there wasa pool or gym, so I could have
aworkout. I couldn’t use their business centre yesterday. Apparently,
there was no one to run it. It wasreally annoying!

W Maybe you should change your hotel.

Idon'tthink Ll bother. The main thingis the conference. [fthe speakers

aregood, I can put up with a bit of inconvensence at the hotel.

JW Yeah, you're right. Weall want to enjoy the conference and listen to
some good speakers.
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RID/T Yeah. True.
My feeling, too, is we may need to increase the range of our products
and stretch our brand, put it on other products - the right products,
of course, ones that fit with our brand image. We certainly need
some new thinking if we're going to succeed in Europe. And our
consultants, European Marketing, will have plenty of advice for us,
I've no doubt.

UNIT 2 TRAVEL

CD1TRACK 7

1 What] really don'tlike is the way airlinestreat people on the plane.
‘There are far too many seats on most planes, so there’s not enough
legroom, and I'm not even particularly tall! I always try and get the
seats near the emergency exit for that reason - you get much more
room. Also, the poor-quality food and drink you get on airlines
annoys me. It’sall so processed and packaged, I just can’t catiit. I
prefer trains!

2 Llike flying, but Ireally don't enjoy being atairports. Things like long
queues at check-in irritate me. Also, when I have alot of luggageand
there are no baggage trolleys around, it’s really inconvenient. What's
even more frustratingis when I do find a trolley and then see that the
departureboard is full of flight delays and cancellations.

3 Imustbereallyunluckybecause it seems I'm always a victim of lost
or delayed luggage. It usually turns up, but never with an apology.

I don't like the attitude of the airlines, and I'm sorry, they're all the
same. They seem to treat passengers like just another piece of luggage
to be moved around the world. They seem to forget that we're
people. For example, they overbook seats and just expect people to
be able to get the next flight if their flight is full. What I really hate,
though, is jet lag. It's a big problem for me, as I travel a lot to the Far
East on business.

CDITRACK 8
My last overseas business trip was a nightmare from start to finish.
Firstof all, there was a delay on the wayto the airport, as there was
anaccident on the freeway. When 1 got there, I found the lower level
of the airport parking lot was flooded. Next, my carry-on baggage
was too big and heavy, so I had to check it in. When we arrived, the
subway was closed, and there were no cabs at all. Aftera long time
trying to figure out the schedule and waiting in line for 40 minutes,
we finally got a bus downtown and found the hotel. Then there was
a problem with our room reservation and, would you believe it, the
elevator wasn't working, and our rooms were on the fifth floor.

(DITNACK 9 (I = INTERVIEWER, SS = SHOLTO SMITH)

‘Whatare the main needs of business travellers, and how do your
hotels meet them?

SS Akeypointwould be the location of our hotels, um, good links with
um subway underground networks, close to the airport, um, and
obviously close to an office that the guest would be workingin while
they're staying in the hotel. Um, technology is also a key feature, and
nowadaysit's expected because obviously people have, um, great
technology at home and therefore ifit’s also available in a hotel, that's
also, um, a key feature. Um, Internet, a business centre, um, obviously
translation services and that kind of facility is also, is paramount, and
guests also expect an area where they can, er, go to a gymnasium,
they can exercise, um, and also that kind of thing. These would be the
key features.

CD1TRACK 10 (I = INTERVIEWER, SS = SHOLTO SMITH)

I And how have rising travel costs affected the hotel business?

SS Er,they haveaffected business, butit’s made the hotels more savvy
in that they are being more competitive and looksng at ways of
adding value tothe guests’ stay,and that can take in anything from,
um, including breakfast, um, on a daily basis, membershipto, to the
health club, er, including newspapers or possibly looking at, um, you
know, transportation to and from the airport, a shuttle service to the
local department store ora shuttle service to the offices in which
the client, um, works in, um and that kind of, that value-add benefit,
as opposed to just directly dropping the rate, which really doesn’t
benefit either party.

(CDITRACK 11 (I = INTERVIEWER, SS = SHOLTO SMITH)

1 Whatfuture developments do you foresee in the business travel
market?

SS Future developments in the business travel market?

AUDIO SCRIPTS

Ithink ... technology is still a hot topic as is, um, the obviously
environmental policies because that really is, um, is obviously still a
buzzword, so to speak. We went through, um, healthy eating, we've
gone through gymnasiums in hotels and the like, and now really
there’s such a huge focus on, um, on the likes of the environment - so
whether it be water conservation, low-energy lighting in bedrooms,
um, and the likes thereof, that, that kind of thing. Urn, but obviously
it'shigh-speed Internet, it's television on demand, it's, um, lower-cost
telephone calls from the rooms, because obviously people now travel
with BlackBerry and with mobile phones, so they're not actually
having to use hotel telephone services - um, and these are the ways
forward for hotels.

CD1TRACK 12 (R =ReCEPTIONIST, |N = JENNIFER NORTH,
CV = CRISTINA VERDI)

R Good morning, The Fashion House. How can I help you?

IN  Thisis Jennifer North here. Could you put me through to extension
4891, please?

R Certainly. Putting you through now.

€V Hello, Cristina Verdi speaking.

N Hello, Cristina. It’s Jennifer North from Madison in New York.

€V Hi, Jennifer, how arc things?

IN  Fine, thanks. I'm calling because I'll be in London next week and I'd
like to make an appointment to see you. I want to tell you about our
new collection.

CV Great. What day would suit you? I'm fairly free next week, I think.

IN How about Wednesday? In the afternoon? Could you make it then?

CV Let melook now. Er, let me check the diary. Yes, that'dbe no
problem at all. Whatabout two o'clock? Is that OK?

IN' Perfect. Thanks very much. Itli be great to see you again. We'll have
plenty to talk about.

CV That'sforsure. See you next week, then.

IN Right.Bye.

CV Byethen.

CD‘l TRACK 13 (R = RECEPTIONIST, N =ENNIFER NORTH)
Good morning, The Fashion House. How may I help you?

m T'dlike to speak to Cristina Verdi, extension 4891, please.

R Thank you. Who'scalling, please?

N It’s Jennifer North from Madison.

R Thankyou. 'm putting you through .. Hello, I'm afraid she’s
engaged at the moment. Will you hold or can I put you through to
her voicemail?

IN Um, would you be able to take a message for me, please? I'min a bit
ofa hurry.

R Yes,certainly.

IN Thethingis, Ishould be meeting Ms Verdiat 2 p.m, but something’s

come up. My phine was delayed, and I've gotto reschedule my

appointments. If possible, 1d like to meet her tomorrow, preferably in the
moning. Could she call me back here at the hotel, please, to confim?

Certainly, what's the number?

N 1t's020 7855 3814, and I'm in Room 611. Ill be leaving the hotel
soon, 50 if she can’t call me back within the next halfan hour, I'll call
her again this morning. Is that OK?

R Right,I've got that. I'll make sure she gets the message.

N “Thanks for your help. Goodbye.

R Thank you Goodbye.

UNIT 3 CHANGE

(D‘l TRACK 14 (I = INTERVIEWER, AD = ANNE DEERING)

How do you advise businesses which are planningto change?

m ‘The two important things to take into account when advising
businesses s, first of all help them understand what does success look
like - what are they going to change, how are they going to measure
that change, and how will they know they've been successful?

And1 think the second key point is to make sure people are fully
engaged in the change, that they feel this is something they are doing
for themselves and not something which is being done to them.

CD1TRACK 15 (I = INTERVIEWER, AD = ANNE DEERING)

I Whatare the typical problems that businesses face when they're
going through change?

AD Change isa very difficult process. Thereare many problems, but I
would say the two, perhaps most important, onesare, first of all, what
we think of as change fatigue. Organisations have often faced wave
after wave of change, programme after programme. Organisations
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