_l -
$i£%E (Kathleen E. Slaughter) /% )'\ )L Ili

Management Commumcatlons

M T H R T'hdIyShlfB

“  China Machine Press




One time permission to reproduce Ivey cases granted by Ivey Management
Services on March 24, 1998.

A5 SO Ivey Management Services $2AUHLAR Tl Rk 76 o B ACht 388 P 2 % 11
BWEAT, RELEFE, FEBLUUEMTRDE. RHRFREBHOEMEBL.
R A, BARLK,

BHERRYE (CIP) #iE

EFHEGER: X/ () L#EHE (Slavghter, K. E.) % . — b5 MM Tl
fiRtt, 1998.7

(E 78 A MBA #MEEEEH)

ISBN 7-111-06628-6

L 8- I I EETY, Will-Re0-3%X V.Co36

A B0 CIP I F (98) 45 17589 &

MO A SRR E A ERRE 22 5 MBS 100037)
FIEHE: T #

wOE AN BT

L 5 S A R B T B BT A IR I R AT R R AT

1998 -7 A% 1 AREE 1 IKERRY

787mm < 1092mm /46 73K

B #. 0001—2 000 /it

E  #r: 16.00 T

RUGAS, WERT. BH. BE, mARTEER




Richard Ivey School of Business IVE
The University of Western Ontario
g .
(=]

BRMEFARNSHAEENIEESRBHETERERNEE . 9. B RMEH b5
BlE—Ird. BEEEYRENERARABAEUWO BN —FEL ¥R, fEhngEx
I EBIEARKRFEZ—, HRABKFEEHMMA VTN RARME W ER, & NEX SN
MIRKMEERET . XERTMA330 000N A, I FEESMEKERZR. HRRKBKYE
26 000 &£, 4 000RZHPA L. REEHEROFRERKBELET, RNESE
ZMEHRREBEAEIR, MEBRIEFBLES THR.

HEwE, REEFEER-AREHERNATE, IESsERIE, mrREEE
b A H A RO KR

* 19224 BINL T INERE M EHRAFHENREE.

o 12T MR ANE BFERHFETD. ZRERTR2ANER, RITELK10 000/,

RZEARMERRIZENEE,

o 19484, 7EMEXREWRIRSATEEEA RBIHR (B ERAE RN H A TR i

IRBEEERPEM, EARMTREN—E2).

1948415 T INEAE A LR LIER.

* 19614 O T IERNE - ELIRRE.

19744, WRHABFERIBREAMERE A (BEC KRB ) BB O

(CIBS, HIEECIBERSHIRIE ), BRIRAPSEXTiZA OHER MM B 1R

« 19754, BAHERZBEASLT B WM. %30 THRTHA2 000/ ng kA L6,
H A PRI INE KPR BT . 19984, BHEEHERNEMCHE208)
ERKH100% FrBe 1002 Kol . BBEHR¥REL R EHELROAPFRTOE K

Ve, BERBIMNESE B RBIB ML 1005 1

* 19784EFF IR M — TR MR A it R, B ATZS#itRIT M B 20455,

* 19844 BB A F PR EMERBIBE AT, ERBRTHBREREHAWREITR

RO R RET ERER.

* 19924, BB EENFEIUNEREFTIY, B (ERBFEHREE) 1£1993

4 ZE 19974 A MO Gt A ER .

* 19934, (INEREYY RERBHEAMHALAFTEERTE. ADBREESEA K

W) N LA IR TREA B 2B ML R, BREEEERIh gL

B TAEEM LA BESR, HELX -SSR ENIFLE—BEE. 19944 GEM

k) Zeb BB ER RS T IR M 2 INRI25 BTt R B R B AT 5

* 19974, (ERREESEAEY HREEEARIT AR RS S RE I ETiE, H5k

THaERE SEALRFIEE R FERE. FLATD BB EE S04 R B EEPR R ¥

Bez—, FkMEsEEbe (INSEAD) Rfe#w#be (LBS) #5, WH «EEFHHSHAHR

I RS EERGE A TR AETBOE A REUNH-RIS S I 1SB 32Be 2 —.




v

19984, BEWEERMA6S AL BB, (BN E fUIHIR6004 B il AR AL
TECERA RPN TESEM A . 300448 4E. 4004, DARTEE T REE#MIR
B. BB e B bR B A R e R AR AR 2 SR 1 B IO R IE 3
B 5 T T BT B R R BRI AT B ’

EER L, BEEEEESEEENEITBR0EZA, FRLELIXS 5T TN (5
SR E) LUK AT e R E A X E 2 b, X I E TR AL A e R TR R e E
1 Y BT iR -

hEGE

19844 K 3 14 4% T8 2 B2 A1 o [ O 48 K240 40 10 (R I FRERIVE — 48 . ORI A E
SRR B b T TR S O &, SRS R THE, Bt hE
M8 S, HBBIE RSP AR E LR RSB A, ZTEM S — R
PR TR B I — 25 T ek B R I 0 R L3 B R

EIR R M — BB, 5 TISEIRSC. REIFBCRITE; AIARBEHMERERS
T AN R, 1280 BRI E S BE R E MR T, BETSALHEE
SRl A, B RRH 5 A RES I TIRE RO THL. x—HEhngk - b E
RS IR MR . R BNE RSP KRR, F19944, S HENSE N,
B h B 51k LA R B iR . KGE T R AR KA R AT .
BB KIS — SR b EEE S HH G ARSI R . KB AR R,
TF5%R FEHAT 1992418 H $2 AU it 0I5 b B R & R A HARBELEL R R 7 5 SR,
X — SO RS I F 5l i BRI 4k b E A R BT THEAT IR, JEELRTE &M e iR
%, |

— AR 1R AR E A RASHE, 1992441, AEEER L EHTHE—&T
fE R E B SR R AR . 1% R B R BB SRR RIS R R A TER Y, Bk
E RN TR TR T 2 E I E bR L R, 19924E~19934, 2IAEKER Tk
TR R R MK e, AT 6% [ bR M 2R 5 10 b SOME of A 3% M AR AL 7E o 1 H AR

MIBBHEE, HET K EOBEEESR RN L PRORASE, SFBBmEN.
BidsL hhEH RS, RIIBEEEREFETHSSRIERE, #7 THBEH%SS.
I A 53 ST Ve T 3 B A e e S B v [ 10 L 0 L VR AR TS

QoG

&R A
MERBHEEEFREK
— AN A




Richard Ivey School of Business IVE
The University of Western Ontario

Preface from The Dean of the Richard Ivey School of Business

It gives me great pleasure to have this opportunity to introduce you to the Ivey Business School
by briefly explaining a little about its history, traditions, faculty and recent achievements. The
Richard Ivey School of Business is a professional School within The University of Western
Ontario (UWO). One of Canada’s oldest universities, UWO is now an academic community of 17
faculties and professional schools. It is home to more than 26,000 students and over 4,000
faculty and staff. Located in the southern-most part of Canada, London, Ontario is a city of
330,000, halfway between Toronto and Detroit. Although Ivey is based in London, Ontario, it
also has campuses in Mississauga (Toronto) and most recently, in Hong Kong.

Historically the School has been a leader in management development. A partial' list of
achievements follows. They illustrate the proactive nature of change at Ivey.

<

<>

In 1922, the first undergraduate business department in Canada was established.

In 1932, the school began to publish its own journal. Known as Ivey Business Quarterly,
it reaches out to both academic and management audiences and enjoys a circulation of
10,000 in 25 countries.

In 1948, Canada’s first executive development program was established. (Froni the
beginning, faculty members were required, as part of their responsibilities, to produce case
material for the new programs being designed.)

In 1948, the first MBA program in Canada was established.
In 1961, Canada’s first Ph.D. program in business was introduced.

In 1974, official designation was received by the Federal Government as Canada’s first, of
what are now eight, Centre(s) for International Business Studies (CIBS). (The CIBS were
the forerunner to the CIBERs in the United States). Financial support for this Centre
continues to be provided by the Federal Department of Foreign Affairs.

In 1975, Ivey opened its own case and publications office. This office now holds an
inventory of 2,000 Canadian cases and is the Canadian clearing house for Harvard cases.
In 1998, Ivey cases were being distributed to over 100 teaching institutions and 100
corporations in over 20 countries. Ivey is the second largest producer of management
case studies in the world, with over 1,000,000 copies studied each year by people outside
the university.

In 1978, commencement of its first international student exchange program took place.
Over twenty such exchange programs are now in place.
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< In 1984, the School took a leading role in establishing the National Centre for
Management Research and Development in London with support from the Canadian
Federal Government.

< In 1992, Ivey was selected to be the editorial home for the 1993-97 period for the Journal
of International Business Studies, the leading International Business journal.

< In 1993, Canadian Business magazine’s survey rated Ivey as the top MBA School in
Canada, according to all groups: CEOs, human resources executives, and placement
consultants. This ranking has been re-confirmed every year. In 1994, Asia, Inc. rated
Ivey among the World’s Top 25 Business Schools for Asians.

< In 1997, the Journal of International Management named Ivey the world’s leading
contributor to the international strategic management literature, ahead of Harvard &
Kellogg. Business Week magazine ranked Ivey as one of the top international business
schools in the world, alongside INSEAD and LBS; and US News and World Report
selected Ivey as one of the top 15 business school in the world for executive development
programs.

As of 1998, the School had 65 full-time faculty who annually taught 600 regular and executive
MBA, 300 undergraduate, and 40 Ph.D. students, plus executives in a wide range of non-degree
programs. Its broad objective is to be widely recognized as one of the top 10 business schools in
the world on the basis of its outstanding teaching programs, with a creditable research record in
selected areas.

Internationally, the School has been involved with major offshore projects for 30 years, and is
currently involved in Asia (especially China) plus several republics in the former Soviet Union.
These projects have typically involved the establishment of local management training capability.

China Activities

1984 marked the beginning of a continuing linkage with Tsinghua University in Beijing. The
School made a commitment to prepare Chinese MBA and Ph.D. students for studies at Ivey,
work with visiting scholars, provide some short-term instruction in China, and to assist Tsinghua
University’s School of Economics and Management in the development of its management
faculty. Another goal of the project was to help Ivey become more familiar with China and the
conduct of business in that country.

During Phase I of the project: 35 articles, cases, and notes were written; nine Ivey faculty
participated in short lecture visits to China; 12 visiting scholars spent one year each at Ivey; there
were eight graduates of the MBA program; all visiting Chinese attended the Case Writing
Workshop. This project was funded by the Canada-China Management Education Program.

An expanded Phase 11 of this program took place until 1994. A five-year endeavour, the project
was a joint venture with the University of Waterloo, and in China, with Tsinghua, Dalian
University of Technology, and Southeast University. Ivey’s commitment was to continue to assist
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in the development of Chinese institutional capacity for management education. A major element
was the design, development and delivery in August 1992 of a program on teaching Joint
Ventures, Technology Transfer, and International Trade via The Case Method. This train-the-
trainers program was offered to academics from across China, through interpreters. All of the
teaching material was translated into Chinese.

A large scale joint publishing effort was undertaken. In April 1992, the first volume of five
international business casebooks was published in Chinese by Tsinghua University Press. This
series was a joint undertaking of Ivey and Tsinghua. This series constituted a comprehensive
collection of international business cases for Chinese managers and students. In 1992-93, six
international texts were published in Chinese by presses arranged through our partner schools at
Dalian and Southeast.

Since then a great deal of Ivey-initiated China-related case writing has occurred: various books
have been either reprinted, translated or specifically written for the China market; we have offered
introductory-business courses at Tsinghua; faculty visits have occurred, and so forth. All of this
has occurred in the spirit of demonstrating Ivey’s genuine commitment to China.

2. %

Lawrence G. Tapp
Dean
Richard Ivey School of Business
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Richard Ivey School of Business IVE
The University of Western Ontario
Note from the Series Editor

The State Education Commission committee which looked at the content of MBA programs in
China has suggested that 25% of each course utilize the case method. Such a requirement is
intended in part to ensure that future (and existing) managers in China are (A) exposed to a wide
range of new and varied learning situations; and (B) gain practical experience in decision-making,
so as to balance the underlying theory.

This case series is intended to partially fill China’s immediate need for highest quality teaching
cases. Here a case study refers to a comprehensive, field-based, decision-requiring picture of an
administrative situation. It does not include descriptive case histories (which require students to
make no decision); mini-cases or vignettes (which are anecdotal, and not suitable as a stand-alone
basis for an 80-90 minute class); or library-based (such secondary sources produce far fewer
insights than actually interviewing managers for the cases).

This initial series of casebooks was compiled to directly correspond to each of the required
courses in China’s MBA programs. Subsequent case collections will be compiled for popular
elective courses.

The primary source of cases for these case collections is the Ivey Business School, University of
Western Ontario, Canada. Ivey is the second largest producer of teaching cases in the world, and
the largest producer of current, Asian cases. Ivey waived all of its normal permission fees in order
to see these books produced. Certain other institutions were unwilling to do so. Ivey is
committed to China.

The production of this Series would not have been possible without:

< the initiative of Lee Sun, President of Multi-Lingua;

< the encouragement and assistance of Tsinghua Dean Zhao Chunjun and Assistant Dean Chen
Xiaoyue;

< corporate sponsors (In some instances, Ivey was able to obtain corporate sponsorship to assist
with the heavy costs associated with the completion of this series. Where appropriate, the
sponsor of any book is acknowledged in that particular volume.);

< my faculty colleagues at Ivey who selected the cases and wrote the introductions to the
individual volumes;

< our editorial coordinator, Mrs. Mary Roberts.

AN T

Paul W. Beamish
London, Ontario
June 1998
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Kathleen E. Slaughter

Professor Slaughter is the Co-ordinator of Management Communications at the Richard
Ivey Shcool of Business, The University of Western Ontario. She joined the Western
Business School in 1983 with a mandate to develop and teach a Management
Communications course for both the undergraduate and MBA programs. The MBA
course was launched in the fall of 1983 and the undergraduate course followed in 1984.
The course was further expanded in 1991 for to include the Executive MBA programs.

During her tenure at Western, she has written many cases and teaching materials for the
Management Communications courses. In 1990, she co-authored the text book, Business

Communication; Process and Practice.

In the Spring of 1991, Professor Slaughter was a visiting scholar at Tsinghua University in
the People's Republic of China where she taught in the School of Management and
Economics at both the undergraduate and graduate levels. In 1992, she was a visiting
Professor at the European Executive Development Centre in Brdo, Slovenia. In 1994 she
taught at the California Polytechnical Institute in San Luis Obispo, California and at the
Instituto Tecnologico Y De Estudios Superiores de Monterrey in Monterrey, Mexico .
Her current case writing and teaching interests are in cross cultural communication and
communicating in the global environment.
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A Note from the Editor

This case book provides the cases used in the organizational communication component of a
Management Communications course. The course is divided into two sections: 1) skill
development which addresses the need for strong writing and presentation skills and 2)
organizational communication which addresses the need to understand the complexity and
challenges of communication both internally and externally with a broad range of stakeholders.

The Cherie Cosmetics case develops the awareness of the communications process within an
organization and of the advantages and disadvantages of various channels of communication. The
importance of internal communication is further examined in the Sterling Drugs case which
provides the extension of communication to external audiences such as government, local media
and unions. The Consumers Gas case expands the external communication to include business
and industry associations, environmentalists, community leaders and international media. As the
range of stakeholders increases, so does the complexity of the communication challenges and
those challenges begin to include responses to special interest groups in the Albright and Wilson
and Noranda cases. The Noranda case also extends the range of complexity to include
communication in joint ventures in international settings. International joint venture
communication is further examined with the added dimension of cross-cultural communication in
Grupo Financiero Inverlat and Midstream and Petrovietnam.

Kathleen E. Slaughter
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CASE 1 ALBRIGHT & WILSON AMERICAS i 1

BEET

Albright & Wilson Americas is a phosphate
manufacturer. They have information that urban
phosphates are no longer the problem they were in
the 1960’ s and 1970’ s. The introduction of
Loblaws’ ” phosphate free” detergent in June
1989, has created a concern that it, and possible
competitive entries, will create even more negative
attitudes towards phosphates. They are trying to
decide what actions, if any, they can take to bring
more current information about phosphates and
their substitutes to the citizens of Canada.

TEACHING NOTE: 893A05

INDUSTRY: 21 Chemicals and Allied
Products
ISSUES: 275 Public Relations
51 Communications
0
0

Canada Large 1989 7 PAGES
AUTHOR: Kennedy, J.R.

CASE 2 CHERIE COSMETICS LIMITED:
ELEGANTE DIVISION
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#f 2 Cherie LiEmERLA

Communications have broken down between
operations and divisional marketing at Cherie, an
international cosmetic company. The general
manager of the Elegante division, Heather King,
wrote to the vice-president of operations, Bob
Shaw, to elicit some response from Operations
that would lead to better communication between
marketing and operations. It is now only three
days until the next meeting between operations
and marketing and the vice-president has made
no response to Heather King’ s memo.

INDUSTRY: 21 Chemicals and Allied Products

ISSUES: 51 Communications
157 Interdepartmental Relations
0
0

Ontario, Canada Medium 1983 8 PAGES
AUTHOR: Slaughter, K.E.
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XVI

CASE 3 CONSUMERS GAS:THE LNG PLANT(A) 261 3 ‘Consumers S8

The LNG IJ°(A)

Consumers Gas wants to increase its chance
of getting regulatory approval for a new liquified
natural gas storage facility. With increasing
opposition to the proposed facility from local
residents, does it make sense to continue an
expensive public participation program?

TEACHING NOTE: 889L02

INDUSTRY:51 Miscellaneous Retail
ISSUES: 51 Communications
191 Management Communication
275 Public Relations
0

Ontario, Canada Large 1985 10 PAGES

AUTHOR: Northey, M.
CASE WRITER: Cousineau L

CASE 4 GRUPO FINANCIERO INVERLAT
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£l 4 Grupo Finavngieibllnyerlatl

A small team of Canadian managers from
the Bank of Nova Scotia is faced with the
challenges of managing a recently acquired
Mexican operation. Managers must cope with a
language barrier and cultural differences as they
try to restructure the over-staffed Mexican
financial institution.

INDUSTRY: 58 Banking
ISSUES: 51 Communications
521 Management in a Global
Environment
509 Intercultural Relations
422 Restructuring

Mexico Large 1996 13 PAGES

AUTHORS: Lane, H.-W. Slaughter, K.E.
CASE WRITER: Campbell DD

CASE 5 MIDSTREAM AND PETROVIETN

In July of 1993, John Campbell, vice-
president of finance & administration at
Midstream Gas Processing Ltd. in Calgary, and
Clint Markson, manager of finance for Extensive
Pipe Lines in Calgary, were reviewing the
expenses of a proposed joint venture with
PetroVietnam. The process had been time
consuming and expensive; they began to doubt
whether the joint venture was even possible.

. What could they do to increase the probability of
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success? Should they be considering an
additional partner or even a merger with other
competitors?

INDUSTRY: 22 Petroleum Refining & Related

Industries

ISSUES: 175 Joint Ventures

191 Management Communication

521 Management in a Global
Environment
0

Canada/Vietnam Large 1993 6 PAGES
AUTHOR: Slaughter, K.E.

CASE 6 NORANDA: ENVIRONMENTAL

COMMUNICATION (A)

XVil

B IR0 DN T ABE @ #E
MRBNZBRIBINFRSIENX
#, BEESHEMRIEHKS.

=" P39

%0616 Noranda: WiEERE

Senior executives of Noranda reflect on a
failed joint venture with an Australian company
which attempted to build a state-of-the-art pulp
mill in Tasmania, Australia. Environmental
groups’ criticism and the repercussions had
caused Noranda to pull out.

TEACHING NOTE: 891L07

INDUSTRY: 4 Forestry
ISSUES: 51 Communications
111 Environment
275 Public Relations
378 Environmental Change

Australia Large 1989 14 PAGES

AUTHOR: Northey, M.
CASE WRITER: Barclay H; de Koning A

CASE 7 STERLING DRUG LTD.
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£6]7 SterlingHlZ5HRLF

Joe Kiefer, vice-president, government and
corporate affairs at Sterling Drug Ltd. (Sterling),
had to prepare an action plan outlining how
Sterling would communicate the phase-out of its
entire manufacturing operation in Aurora,
Ontario. The phase-out would directly affect the
jobs of 217 unionized employees. Kiefer knew
that because the Canadian market would now be
supplied primarily from plants in the United
States, the union, politicians, and the press
would impute the phase-out to the Free Trade
Agreement. Such accusations could have a
substantial negative impact on Sterling’s public
image. Consequently, in order to protect the
company’s interests, including its market share,
he knew it was important that key audiences
understand the actual reasons behind the phase-
out.

Sterling#I1% GE AT AR
HRSASBESNaIRHIoe
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