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PASSAGES

(A) Keys to Success
Letters to the Boss from €mployees

Keys to Success

7] As a business consultant, | advise companies on how to make the most of their resources
in this turbulent economy. What | share with them is a philosophy inspired by a man who influenced

me the most in my life.

@ That man was Dad. He was a businessman too, although he might not have called himself
that. Bob Ventrella was the proprietor of a small, old-fashioned barbershop. You know the kind, with
a candy-striped pole in front and gold lettering on the window that reads Bob’s Barbershop.

@ My father acquired his tonsorial talents from his older brothers, Peter and Tony. When Dad
came back from serving in the air force in the South Pacific during World War Il, he opened his own
place. The way he saw it, a good barber would never be out of work. Men’s hair grew no matter what
the economic climate might be. In fact, when a fellow was out of work was exactly when he needed

to look his sharpest.

4
*v] For Dad, the customer always came first. If a kid rushed in late before a dance that night,
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Dad thought nothing of staying past closing to do a last-minute crew cut. If customers complained
— which they rarely did — he’d bend over backward to give them the look they wanted. He believed
the single most important thing for a businessman to remember was to always treat people right. Dad
could listen quietly as someone poured out his problems or talk up a storm to put a customer at ease.
“People have to be able to trust their barber,” Dad used to say.

5 With seven children of his own, Dad knew how trying a visit to a barber could be for kids.
That’s why he installed an old carousel horse next to the barber chair. A kid could sit on the horse,
grab hold of the plastic pommel and imagine he was Roy Rogers while Dad clipped. The boys in our
town grew up thinking that having a haircut was synonymous with getting a pony ride.

@ Dad kept a slew of good magazines and comics to read and an old soda machine in back.
For a dime you could get a Coke or a root beer and cool off while you waited. Folks debated sports
and complained about the weather. People congregated at Bob’s Barbershop as much for the
company as the cuts.

:; Then came the late 1960s. Dad never imagined what a cultural revolution would do to
hairstyles. But suddenly men didn’t want their hair cut short any more and kids of my age didn’t want
it cut at all. Business slowed to a standstill.

Dad didn’t want to change his job. “It's what | know best,” he said. “And | like being my own
boss.” So at the age of 46, after a quarter of century of hands-on experience, he swallowed his pride
and went back to barber school. He learned new cuts and how to style a man’s hair with a blow
dryer. He set up a sleek and new establishment at the mall, with music and modern chrome chairs.
Now the sign in front said: Mr. V’s Style Bar. But the shop still operated on the principle that the
customer comes first.

@ The place was a huge success. In time two of my brothers joined Dad there, following in
the family footsteps. Although | admired my Dad’s work, | had other ambitions. In college | studied
business, and my first job after graduation was with a consulting firm. | started in the mailroom and
worked my way up. Soon | was making calls at companies and studying their procedures to suggest
improvements.

ﬂ@ To my surprise, | thought of Dad. So many of the principles of good business were
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things he did intuitively. Putting the customer’s needs first, coming up with innovations to improve
service, embracing changes with enthusiasm and creativity. Things that couldn’t be quantified with
data and graphs. That couldn’t be taught. Or could they?

PRACTICE 71-1 Choose the best answer according to the passage.

1.

From the passage we can learn that the author is

a. an inspiring philosopher

b. a successful businessman

c. a popular barber

d. a business adviser

Where was the sign “Bob’s Barbershop” written?

a. In front of the shop.

b. On the window of the shop.

c. On the candy-striped pole.

d. In the wall of the old-fashioned house.

Which of the following is true according to Paragraph 3?

a. Economy affects a barber’s job greatly.

b. Poor people don’t have their hair cut in a barber’s.

c. A person doesn’t have to look good when he is out of work.

d. A good barber is always needed whatever economic situation is.
What did Bob think was the most important thing a businessman should
do?

a. To do his best to treat people well.

b. To wait for the late customers every day.

c. To be frank enough to talk up his own problems.

d. To be patient enough to listen to customers’ complaints.

. The purpose of Bob’s putting an old carousel horse next to the barber chair

is .

a. to make children happy

b. to have adults at ease

c. to keep haircuts less trying

d. to attract kids’ attention

Why did Bob’s Barber Shop’s business close in the late 1960s?
a. No one liked Bob’s barber shop any more.

b. Children all grew long hair.

c. Economy went from bad to worse at that time.

d. A cultural revolution affected hairstyles greatly.
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7. How many years had Bob worked as a barber before he went back to
barber school?
a. 46. b. 25. c. 20. d. Not mentioned.
8. What did the author prefer to do after graduation from college?
To be a barber like his two brothers.
To be a businessman like his father.

To be a postman.

/e o o8

To be a consultant.
9. Which is the most important principle the author’s father always operated
his business on?
a. Putting customers’ needs first.
b. Keeping improving services.
c. Embracing changes with enthusiasm.
d

. Trying to come up with innovations.

Complete the following note-taking exercises.

1. The principle of the barber shop: always come first.
2. The persons whom Bob learned skills from:

a.

b.

The activities people could do while having their hair cut:

[9S]

A. For children: a. sitting
b. grabbing

¢. imagining
d. drinking
B. For adults: a. reading

b. debating on

c. complaining about
o

d. drinking
4. The names of the barber shop: a.
b.
5. The principles to run a good business on: a.
b.
c.

Fill in the blanks with the words or expressions given
below. Change the forms if necessary.

at ease congregate embrace proprietor  debate

pour out turbulent consultant trying come up with
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1. I was not satisfied with the treatment we received at that hotel, so I shall

write and complain to the

2. Having to stay in hospital for such a long time must be very

3. He eagerly the opportunity for advancement.

4. 1 never felt in the past until I got the job.

5. She listened to him as he with his staff on the problems in
the factory.

6. This is the place where swans usually

7. The mother listened attentively while her son all his eager

ambition for the future.

8. He got a job with a firm of public relations

9. Scientists will have to new methods of increasing the world’s
food supply.
10. The meeting ended up in a fist fight.

Letters to the Boss from Employees

Letter 1
Dear Mr. Gonzalez,

| hope that this letter finds you and your lovely family in good health. As you have asked, | am
writing to tell you about the recent happenings at the Jijuana factory and my feelings about them.
As | said, it has been quite a struggle adjusting to our new manager, and | hope you can give me
advice as to how to handle the situation.

One of my biggest problems with Ms. Graus is that she is very unfriendly with the workers. She
does not approve of me socializing at work with the workers. She says that it is not professional to
talk with them about personal matters or do them personal favors. | don’t agree. If employees have
problems, it directly affects their work. Also, | believe that workers will only trust and respect a boss
who helps them with their problems and shows interest in them as people, not just as workers.

Another problem is that the floor supervisors find Ms. Graus too controlling. She has them
working on projects with which she gives them little information. They are not involved at all in the
decision-making process; she simply gives them orders. Ten years ago this type of management
would have been acceptable. These days my supervisors want to have more responsibility for their
projects. | believe that the more they are asked for their opinions and ideas, the better job they will
do. They will have a personal interest in the work which they have helped to develop. | have to say
that not all that Ms. Graus does is horrible. She tried to raise the employees’ morale by organizing
a competition. Bonuses were to be given to the workers whose output for the week was greatest.
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| tried to explain to her that all the employees needed more money and that a competition was not
the way to raise company morale. Our employees do not want to work in an environment where they
are asked to compete against one another. This creates distrust and disharmony among the workers.
Needless to say, there was no great increase in anyone’s output.

These are most of the major issues. | hope that you can help me with some of them. | will
continue to do my best, although at times it can be very difficult. Please send my fondest regards
to your family.

Sincerely yours,
Pablo Arango

Letter 2
Dear Dr. Heinz,

Please excuse the lateness of this letter as | know | should have written sooner. Everything here
in Mexico is going along a little slower than | have hoped. Mr. Arango and | are having some
disagreements over management issues. | hope you will send me some advice for resolving some
of these problems.

One of the biggest problems is that Mr. Arango spends a lot of time on the floor socializing with
the workers, joking around with them, and asking about their families and their personal problems.
He also insists on helping them with personal favors. | feel that the workers are not taking their jobs
seriously because of the relaxed and socialized atmosphere he creates. | have spoken with him
about this issue, but he insists on keeping close relationships with the workers. | tried to tell him that
workers respect a manager who works hard and has great technical ability.

On the issue of control and management, Mr. Arango has asked that | give the floor supervisors
more responsibility and control. He feels that they are not involved enough in the decision-making
process and that they should receive more information about their projects. | believe | have given
them the information they need to do their work. In addition, | am their boss and they should not have
to worry about all the details. That is my job, and what | get paid for. They should trust me and my
decisions.

In the middle of all these problems, | thought the workers needed to have something to raise
their morale. | came up with the idea of having a competition for the factory. It was very simple: each
week the employee who produced the greatest output would get a bonus. | was sure that this would
be very popular, although Mr. Arango disagreed with me. | believe that competition is a great
motivational tool and leads to new ideas in efficiency and production. Unfortunately, here at the
factory there was no change in output.

Well, as you can see, | am very disappointed by the way things are going. | realize that this is
my first overseas assignment and that | should be happy to have such an important position. In truth,
this is the most difficult position | have had. | would appreciate any help or advice you can give me.

Sincerely yours,
Mara Graus
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PRACTICE B-T Decide whether the following statements are True or
False by a “v” in the T/F boxes left to each statement.

s

T F

0
O O
a a
a a4
O 0O
O a
a 4
a ad

. Mr. Pablo Arango is getting along quite well with his job at

the Jijuana factory.

. Ms. Graus doesn’t agree that a manager should spend time

with workers in a friendly way at work.

. In Pablo Arango’s opinion, a boss should show concern for his

workers if he wants them to trust him.

. The floor supervisors thought Ms. Graus bossy because she

only gave them orders without letting them participate in de-

cision-making.

. The workers’ morale in this factory has already been raised by

way of competitions and bonuses.

. The output of the factory has been greatly increased through

competition.

. Mr. Arango and Ms. Graus have disagreements over the prob-

lems of management in the factory.

. Ms. Graus strongly insists that workers should receive more

information about their projects to do the work well.

Complete the following note-taking exercises after the
model given.

RS

T NS

g

A

b. asking supervisors for

Problems Concerned ~ Mr. Pablo Arango’s Opinion Ms. Graus’ Opinion ‘
Attitude towards workers Friendly Unfriendly
- Treatment of the workers a. socializing with a. giving them
: . b. talking with them about b. having them
i and doing
them

- [
- Management issues a. giving supervisors more ___ a. simply giving supervisors

. not letting them in-

R S

il volved in
Way to increase the output | Not mentioned 2. througn
b. giving to those §

who produces most
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Answer the following questions according to what you
have learned from the passage.

1.

What does Mr. Arango find difficult about his job?
He finds it difficult

Who is Mr. Arango’s manager?

What does he think of Ms. Graus’ personality?
She is

How does Mr. Arango think he should treat his employees?

He should treat them as , hot as

What do the supervisors today think of their responsibility for doing their
projects?
They think they should be given for them.

How does Ms. Graus try to motivate her employees to work harder?
Through .

What will affect workers’ jobs in Ms. Graus’ point of view?

The that Mr. Arango creates.

What does Ms. Graus think competitions will result in?

They will encourage people to come up with new ideas
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Small Business, Big €xperience
20-Something — Have Degres, Won't Travel

E@j Small Business, Big Experience

ﬂ Instead of taking the annual trek to New York for a Wall Street internship, a handful of
University of Maryland MBA students this summer went after a different business experience — on their
own campus.

& )
s
2 With jobs and internships scarce and plenty of companies in its backyard, the university had
paired its MBA students with its own Technology Advancement Program, a business incubator’ that
tries to turn technology ideas often started by university professors or students into profitable companies.

3 The graduate students serve as consultants to the companies, and often they are charged with
making decisions that directly affect a young company’s growth, a responsibility few business students
assume as interns.

| business incubator: >\ {L 2%



