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» discussing problems and ' Discussion
. |
o solutions | 77] imagine you are working on a different continent from your own in which the business
> roleplaying meetingsto |  culture is different. Answer the questions.

set objectives

| 1 Inyour opinion, can the same business methods and ethical standards be applied all over

T the world? Should they be adapted to local culture?
2 What cultural differences might you find? Consider these categories.

management style  personal development
productivity recruitment  time management

Reading for detail

%1 Trident is a British-based oil company which operates in Africa. Read the magazine
article and the email from a sales manager. Answer the questions.

What determines petrol prices?

Why is customer service important?

How do local managers often behave?

Who owns the stations?

Why has John Thorpe been out of the office?
What did he find out?
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in Europe and America have become
accustomed to buying petrol in deserted,
fully automated petrol stations. In Aftica,
however, customers are greeted with a friendly
s smile and a polite welcome as they are directed to
~ the appropriate pump. They can then sit back and
watch uniformed forecourt staff fill the tank, top up
the oil and wash the windscreen.

With extreme driving conditions, few new cars

10 and little available income for engine repairs, ol
sales are strategic and highly profitable. In many
African countries, petrol prices are government-
regulated, so quality of service is the crucial factor
in attracting customers who will buy oil as well

15 as petrol. At Trident, staff training is a priority;

: management aim to.ensure that custorers keep
coming back for friendly service and expert advice.
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. From: John Thorpe

i Thanks for your email. Sorry I've taken so long to answer. Remember | told you | wanted to get out of the office
" more? Well, here | am in Kenyal I've just started a new job as sales manager for the southern region — from

Nairobi to the Indian Ocean, down to Mombasa near the border with Tanzania.

Business in Africa can be very hierarchical; there are some really good managers, but for a lot of them, their idea

of getting things done is to keep shouting until they get what they want. That’s going to change! | have three

district managers, who each have a team of sales reps who travel around the district meeting dealers. Some
of the dealers own their service stations, so we have to handle them with kid gloves, or they'll just go over to
the competition. More and more, we have what we call Young Dealers - employees who we train up to run the
company-owned stations. So directly or indirectly, there are three layers of managerent between me and the
forecourt staff and mechanics — sometimes all shouting as loud as they can!

In fact, there's been a lot of shouting in the Lamu district, and I've just come back to Nairobi from a three-day
fact-finding trip. Their development project is way behind schedule, so | went down to have a word with the
people in the field. It turns out it's quite a mess, and | could do with some help to sort it out, actually.
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