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Passage & How to Rebuild Trust in Business

A)  Alistair Campbell agonized over “this huge stuff around trust”. Organizations as diverse as BP,
Goldman Sachs, Southern Water, Toyota, Castlebeck Care Homes, Stockport's Stepping Hill
Hospital and, of course, News International and the Metropolitan Police have all endured lost
stakeholder trust in recent years. Yet Madeleine Bunting has queried — correctly — the prevailing
despondency (i L) about trust in the wake of the phone-hacking scandal. So, are we living

through a crisis of trust in organizations? If so, what can be done about it?

B)  An analysis for the Institute of Business Ethics by Nicola Gillespie and | last year presented the
latest research on repairing trust after organizational failures. The first thing to understand is trust
itself. It may feel mysterious and elusive, but in fact we know a great deal about how it is formed
and sustained, and recovered. The essential sequence is universal. To initiate trust, we must be
worthy of it.

C) Trustworthiness, in turn, consists of three main characteristics: technical competence to perform
a task reliably (ability), having benign motives (benevolence), and acting according to acceptable
ethical principles such as fairness and honesty (integrity). Display these three attributes
consistently and credibly, and you will be trusted by all but the most paranoid (##4#4%). Get any of
them wrong, and your reputation will suffer. Trust is remade — strengthened or undermined — in
every encounter.

D)  As with individuals, so with organizations. A trustworthy organization is one that operates
effectively, acts with due concern for the interests
of its stakeholders and conducts itself with integrity.
Support for trust and trustworthy employee conduct EEssay Length 1 094 words
needs to be reinforced throughout the organization: D.fflcu|tysca|e T aw

by its leaders (role-modeling), its culture (values and

ETime Suggested 13 minutes
beliefs), its policies and procedures (task design, ' MR Sy
' Time Used

checks and balances, HR), and management

practices (targets, incentives, supervision).
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Organizational trustworthiness can also be achieved through external regulation. When an
organization becomes mired (f4 A\ i%:%) in a scandal, struck by a crisis, or suffers persistent
underperformance, its investors, customers, regulators, and employees can lose confidence in its
capacity to deliver, and disengage. The reputational damage can even be fatal — as with Arthur
Andersen and the News of The World.

A failing organization needs to recover trust among its employees quickly. Barring mass layoffs,
these are the only people that can deliver improved performance in the future. In any event,
trust’s impact on performance should be compelling enough to warrant senior leaders’ attention.
Trusted leaders inspire superior performance from their staff, and trusted employees deliver more
for their leaders.

When people find themselves — quite suddenly — working for a discredited organization, the
guilt and shame by association can be a distressing, even devastating experience. The depth and
rigor of the response is critical at each stage, from the immediate official statements through the
investigation into the failure’s causes to the systemic reforms designed to ensure it cannot happen
again. Preventing a reoccurrence is the bare minimum expected, but is not enough; the accused
organization also needs to send fresh and enhanced signals of its ability, benevolence and
integrity. A false move can make matters worse, as BP’'s Tony Hayward and News International’s
Rebekah Brooks have discovered to their cost.

Weighing up the options for those first public statements, for how to conduct an investigation,
and for reforms to the system is a delicate task. Senior managers confronting these decisions
face multiple audiences: whose interests to prioritize? On this, the CEO of Mattel Toys, Bob
Eckert, has been exemplary. When Mattel faced a massive toy recall crisis in 2007, his explicit
focus was not only on his customers — parents — but also his staff. When Tony Wray took over
Severn Trent in the wake of a data manipulation scandal, he and his senior team undertook an
imaginative roadshow of company locations to challenge his angry workforce with the potential for
their own culpability (377 in errors or capitulation to dubious managerial pressures. His company
won an industry award in 2008 for its recovery process.

Another fundamental decision point is whether to respond with a “legalistic” or a “relationship”
approach. Both attempt to limit reputational damage, but in strikingly different ways. The legal route
aims to minimize financial risk, and avoid a media firestorm, by suppressing information. Tactics
include outright denials, “no comment”, countersuits and even superinjunctions. But a self-serving
legalistic response can heighten staff cynicism and risk further opprobrium (%t%), undermining
rather than recovering stakeholder trust. The “relationship” approach takes an alternative premise,
which is that the best way to protect the organization’s reputation in the short and long term is

by investing in its relationships with key stakeholders. This approach foregoes (# #) some of



R A R R R S AR R R R R ETIEN ot  STIRER

the obvious defensive legal reactions in favor of transparency, candor, and taking responsibility

— even if this means submitting to apologies and regret, and making costly reparations.

)] Although natural instinct may be defensive self-preservation, and to concede responsibility seems
to justify stakeholders’ lost trust in the short term, several case studies suggest, paradoxically, that
sincere acceptance of culpability and remorse will be interpreted favorably, as a powerful display
of benevolence and integrity. If it stops hostile momentum gathering behind the story, it can even
be a shrewd PR move. The response last year of the chief executive of Castlebeck Care Homes
to Panorama’s expose of abuse at its Winterbourne House facility was impressive: contrite, self-
critical, and thorough.

J) That said, a second paradox is that the “relationship” approach can be painful for staff: it is
not easy to be confronted with the organization’s failings, and many may resent the guilt by
association. This certainly happened at the BBC after its faked phone-in and “Sachsgate” crises
in 2007-2008, and more recently at News International following the arrest of Sun journalists in

relation to alleged illegal payments to police and other public servants.

K)  The third paradox is the prospect of an “over-reaction”. After a major trust failure, a common
response is to implement strict new controls. For many social workers the revised child protection
procedures following the murder of “Baby P” are so onerous (% % #) that they may make
detection of vulnerable children harder, and hit recruitment into the profession. Goldman Sachs’
reforms following the “Abacus” fraud case in 2010 were criticized for seemingly intreducing layers
of inflexible bureaucracy.

L)  Systemic procedural reforms are vital for organizational trust repair, and trust can co-exist with
controls. It is a matter of degree: over-regulation is frustrating for staff, and can be counter-
productive in fostering trust and recovering operational competence. The reforms need to balance
the need for a competent level of controls with considerations of operational effectiveness, and
the implications for employees’ trust and trustworthiness.

*& Exercises:

Read the paragraphs from the above passage and the following statements. Each statement
contains information given in one of the paragraphs that are marked with letters. You should
identify the paragraph from which the information is derived. You may choose a paragraph more

than once.

1. Ability, benevolence and integrity are main features of trustworthiness.
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2. Senior leaders should pay enough attention to the importance of trust, because trusted

employees deliver more improved performance for organizations.

3. The first thing for organizations to repair trust is to understand how to form, sustain and

recover it.

4. Building relationships with its key stakeholders is the best way to protect the organization’s

reputation.
5. Strict new controls are usually carried out as a response to a major trust failure.
6. Sincere acknowledgement of the fault can be interpreted as a powerful display of integrity.

7. To repair trust, the organization should take systemic procedural reforms, during which trust

and controls can co-exist.

8. A trustworthy organization is characteristic of effective operation, due attention to its
stakeholders’ interests and honest conduct.

9. The staff feel it hard to face the organization’s failings, so the “relationship” approach may be
painful for them.

10. People will feel distressed when they come to a sudden awareness that they are working for
an unreliable organization.

Passage € Millennials, Boomers and the Search for
Meaning

Decades back, when many of us Boomers went off to college, the purpose for that four-year
experience seemed twofold. On the one hand, get “credentialed” by securing an academic degree
from a good university. This was paramount (sx £-%#4j). The other aim, while not always celebrated
or articulated by parents, was also quite clear: this was to be a period of discovery, a time to explore

who you are, get the craziness and wanderlust out of your system. Following graduation, things would
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starkly (°} Z#.) change, you were to be automatically responsible and mature, evidenced by landing a
solid paying job with a long term career trajectory (#.id ), probably getting married and having kids — in
essence, on with “life". For the most part, the way for young people as well as the metrics for success
was very structured, predictable and widely understood.

70 percent of 30 year olds in the 1960s had accomplished certain specific benchmark, financial
independence, married, and likely with children, among others. Looking at 2000, the picture is quite
different, with less than 40 percent of 30 year olds similarly positioned. Some scholars see this as a
reaction to tightly structured and controlled childhoods where choice and decision-making on the part
of children were at a minimum. Once “launched” in their 20's, they often appear bewildered, much to
the consternation (l7 i % 4%) of parents. Often ill-equipped to face a global world fraught with perceived
danger, intense competition and uncertainty at every turn, they can appear “lost”, at least in the view
of some parents. This extended discovery phase of life’s journey, named now, the odyssey years, is an
extended period of launch.

So the question becomes, is this a troubling trend, or is it merely different, perhaps even better,
than the “Boomer” approach?

Put differently, what does it mean to be moving toward that illusive goal of success, particularly in
these times? | have been curious as to what motivates and challenges those in their 20’s. Having three
boys in this age group, | have a unique window into this wonderful yet quite confusing period of life.
Happily, the elder two, who went to school in Manhattan, continue to pursue their passion for music.
Their rock creative duo (=% %), BlueBrain, is at the nexus (i%£4%) of music and technology and has met
with real critical acclaim. Our one consistent prayer for our three was that they would find a passion,
something that excites and motivates them. This seems to be happening, not just with our musicians
but with our youngest as well, who loves all things sports, and played NCAA D-1 golf. He is working on
a sports app, has a college sports blog, coaches JV and varsity (4 FA) basketball, and is teaching part
time. And while | celebrate the achievements of all three, their journeys and metrics for success are
quite different from anything | knew following college graduation.

| buy the notion that life is, at its essence, a journey, not a destination. Whether you read Hesse's
Siddhartha, Homer’s Odyssey or Jack Kerouac's On the Road, you notice that we human beings are
always in search of something, of a place, an idea, an experience, a relationship — something that wilk
complete us and help us understand who we are and for
what we were created. Part of what keeps us alive and

growing is this desire to go deeper, to be better, to find :

Essay Length 1 097 words

things which make us come alive. My observation is that EDifﬁculty Scale

when we stop questing, we die. So, | return to the thought: ; :

Time Suggested 13 minutes
should we be concerned about this “odyssey” phase for age~ B S, )

our young people? ' Time Used

Perhaps our “problem” with understanding our young
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people and their version of the life journey lies within us.

Often when | speak to college students or an MBA class, | ask a simple question: “Has the light
gone out for your fathers?” In other words, are your parents going through the motions, lacking
passion, meaningful relationships and purpose? A stunning number of the students nod their heads in
agreement. My next question is to ask, “what will be different about your journey so that you don’t end
up in the same cul de sac (5L#1 [F)?"

Is it possible that what is happening with young people today is a reaction to what they have
observed of our generation? After all, modeling — for good or ill — is how we learn. From their
perspective, the accumulation of things, the failure of marriage and the illusive, often empty, quest
for “success”, seem in question for their generation. So some conclude that they should chart a quite
different course, where means are more important than ends.

When | left the State Department in 1987, | interviewed in New York for a position in finance. |
recalled one specific interaction at Morgan Stanley in midtown Manhattan. At the end of my interview
with a highly educated and accomplished investment banker, he surprised me with his candor (& #%). “I
have made a lot of money, yet in the process, lost my family. | am in prison. It is a very nice prison, but |
am trapped nonetheless.”

For whatever complex combination of reasons, many young adults seem to be yearning for more
and for less. More time for friends, experiences, life-enriching activities and some freedom from feeling
trapped. And yet less desire for material things for the sake of accumulation and keeping score. So if the
desire for the Hermes tie or Rolex watch goes away, a simpler life style is far easier to support. Defining
success for this crowd is a bit more complex than in the “Boomer” era. This seems virtuous on its face,
yet again, it is complex.

So back to the “odyssey” generation, and our assessment of them. Perhaps they are on to
something by challenging us “boomers” to consider what matters most in life, the end or the means. It
was Gandhi who observed that “the ends are the means in the making.” Yes, the actual journey in its
day to dayness truly matters.

The famous Chicago social critic, Studs Terkle, did some research on the attitudes of 90 year
olds, asking them the question: if you could live life over, what would you do differently? The top few
responses by a large margin: spend more time with family and friends, and work to leave a legacy that
matters. Curious that what's most important in life is difficult to measure. Some of these older friends
seem on a page quite similar to the “odyssey” generation. Curious.

{f Exercises:

Read the above passage and answer the following questions. For questions 1-7, choose the
most appropriate answer from the four choices marked A), B), C) and D). For questions 8—10,

complete the sentences with the information given in the passage.
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1. Besides securing an academic degree, Boomers also entered college
A) to obtain a ticket to success
B) to make discoveries in life

C) to become a well-rounded person

D) to develop a sense of right and wrong

2. What is said about the 30 year olds in 2000?
A) Most of them were ambitious and competent.
B) Most of them made decisions on their own.

C) Most of them found a proper position in life.

D) Most of them were financially dependent and unmarried.

3. Taking his three college-age sons as an example, the author intends to state that
A) effective communication will bridge the generation gap
B) music and sports are essential to a successful life
C) views on success are changing in these times
)

D) life is a destination rather than a journey
4. In the author’s view, we human beings are always in search of something that helps us

A) to establish a positive image

B) to understand the meaning of our lives

C) to establish good relationship with others
)

D) to understand different phases in life

5. Questioning their parents’ quest for “success”, young people decide
A) to idle their youth
B) to retreat from reality
C) to change their parents’ life style
)

D) to pay more attention to the journey of life

6. What can be learned about the banker the author met in the interview?
A) The banker once worked in the State Department.
B) The banker was once in prison.
C) The banker was trapped in financial problems.

D) The banker lost a lot in the pursuit of success.
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7. It seems that many young adults desire more for
A) a fashionable life style
B) success in every aspect of life
C) freedom from feeling trapped

D) the accumulation of material things

8. With no desire for such luxuries as Rolex watch, it is much easier for young adults to live

9. The “odyssey” generation challenges Boomers to consider which is the most important in life,

10. In Studs Terkle's research, the 90 year olds respond that they would spend more time with

if they could live life over.

Passage €) Celebrity Worship Syndrome: Could You
Have It?

Are you just a fan, or could you be obsessed?

Jenny, 13, has a boyfriend called Josh. He’'s gorgeous, sweet and very famous. In fact, you
might have seen him in Pearl Harbour. Yep, Josh is Josh Hartnett, and he’s a Hollywood star, not the
boyfriend of a teenage girl.

Jenny knows this, but it doesn’t stop her from believing she and Josh really do have a connection.
She dreams about Josh, her walls are brimming with posters of him and her MSN Messenger name
is “Josh’s Girl”. Does she sound like a nutter? Well,
according to a new study, her behavior is quite common.

Jenny is suffering from something recently diagnosed

as Celebrity Worship Syndrome (CWS) which, according
to a recent British study, is rampant (% it #) with one in

ETime Suggested: 15 minutes

three Brits affected to some degree. There are currently

' Time Used no statistics available for this country, but if you've ever

L 0

had a celeb crush or been obsessed with a star, then you




