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Unit One

@ Hire Nice People, Treat Them Well

What makes an organization effective? Is it the land, buildings, capital, patents and
technology? Surely those are important factors in its success. But more and more, managers
today recognize that an organization’s people — its human resources — are its most critical

assets .

Cadet Uniform Services, a small company based in
Toronto, Canada, recently won an award for business
excellence. With an annual growth of 22% for the past 20
years, it is expanding rapidly. Why does it thrive in the
face of mounting competition? Researches show that much
of its success is owed to the way it picks employees — and
to the way it pays them.

One of Cadet’s secret weapons is personnel director
Nada Cian, a recruiter who never stops recruiting .
Shopping one morning in a neighborhood supermarket,
Cian noticed a cheery employee carefully stacking apples in

a pyramid. After a brief encounter, Cian found that the

man was extremely neat, exceedingly proud of his work,
physically fit, and exceptionally friendly — even in the early hours of the day. He was, in short,
a perfect candidate to deliver Cadet uniforms, a job that invelves rising every day at 4 a. m.,
lugging heavy bags of dirty clothes, and joyfully communicating with customers. Later after a
series of interviews with Cian and other Cadet managers, the company hired not only the apply
stacker, but also his equally energetic wife.

Cian, who has been with Cadet for 27 years, uses several means of assessing job candidates.
From her large-windowed office overlooking Cadet’s parking lot, she secretly observes those job
candidates who walk in off the street. Do they walk quickly and purposefully? Or do they go back
to the car several times to fetch something they forgot? Gian explains, “I'm looking for someone

with a positive attitude, someone who wants to work, who's ready to work.” After the interview
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she accompanies all candidates back to their cars, not just to be polite, but to see how tidy they
keep their vehicles.

The majority of Cadet’s employees are truck drivers. But they do much more than just drive
the delivery trucks. Called customer service representatives (CSR), they also manage their own
accounts, court new customers and handle requesis and complaints from their clients. “What 1
like about this job is the relationship you get to build with customers. You become their focal
point,” says one of the CSRs.

Then there is the pay — about $ 40,000 per year, nearly twice the industry average. Also
the chance for promotion. Nearly every executive at Cadet started as a CSR, including Quentin
Wahl, who has run the family-held company since 1972.

Cadet ties compensation almost entirely to measures of customer satisfaction. Lose a customer
on your waltch and your salary sinks. Says CEO Wahl: “So many companies tell you how
important their customers are, but hardly anyone actually pays their employees for satisfying
them.” Ernie Garcia, 26, a high school dropout with an engaging smile, has been a CSR for just
over two years. Since he began, he has managed to double his pay to about $ 37,000 a year. He
says, ~This pay system brings out the best in us. And Cadet wins because we perform at our
peak.”

Once Cadet gains a customer, he tends to stay. The annual defection rate is less than 1% .
Employees don’t leave, either. Turnover is a low 7% . Says Wahl: “The jobs we do aren’t so

special. The pay is good, but it’s not great. The main thing we have to sell to employees is the

culture of the organization.” (595 words)
New Words

accompany/>'kampani/v. B
annual/'enjusl/a. —4E—IRH, BEH
assess/a'ses/v. fh & , T2
asset/'®set/n. %% pe
average/'®voridz/n. K, B B
candidate/'kzndideit/n. e 38 A
cheery/'t[iori/a. IR
communicate/ko' mjumnikeit/v. 518
compensation/ kompen'seifon/n. ¥ M
complaint/kom pleint/n. o, fiR
court/koit/v, BR,BEHEE
critical/'kritikol/a. BEM,KEN
defection/di'fek fon/n. B A
deliver/di'liva/v. Bk, A

double/'dabl/v. %, fnfs
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dropout n.
effective/i'fektiv/a.
employee/ emploi'i/n.
encounter/in'kaunto/n.
engaging/in'geidsin/a.
exceedingly/ik'si:dinli/ad.
exceptional/ik 'sepfonal/a.
executive/ig'zekjutiv/n.
handle/'handl/v.
involve/in'volv/v.
organization/ o:genai'zeifon/n.
patent/'peitont/n.
peak/pik/n.
perform/pa'form/v.
personnel/ po:so'nel/n.
positive/ 'pozitiv/a.
promotion/pro'moufen/n.
purposeful/'pa:pasful/a.
pyramid/'piromid/n.
recruit/ri'kruit/v.
thrive/6raiv/v,

turnover n.
weapon/'wepon/n.

BEEE BEEE
R

BT, RR

18
BMAW,EBEHH, KA
R, RE
BUSH ARG , 57
ZREEANR

a3, B

HR, M
TR, L 5
T, B ey

BAT, AT

A5 BLR
HE R, B Y
B, BFH
HEXH,HFBEHH
EFHEH

fE %,
MR, Sk, HAE MK
(RIT)EHR FHEK
R

Phrases and Expressions

1. a series of
2. ower "to "

3. parking lot

Business Terms

1. CEO (Chief Executive Officer)

2. human resources

1. Answer the following questions.

HE AT
AHIBER

Exercises

(1) What makes Cadet succeed in competition?
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(2)Why did Cian consider the apple stacker a perfect man for her company?

(3)Is there anything special about Cian’s ways of assessing job candidates? If there is, give

some examples.
(4) What keeps the turnover at Cadet low?
(5)What is the main thing CEO Wahl wants to teach his employees?

2.A.Match the words in Column A to the words in Column B.

A B
(1) in short (a) Heeeen LW
(2) involve (b) fHE
(3) means (c) X
(4) tend to ' (d) 1f #5
(5) double (e) #m, AR
(6) communicate with (f) H#rssimsas
(7) eritical (g) MEZ
(8) focal point (h) PHEEMLARER
(9) physically fit (i) g, FB&

(10) mounting competition () BEH, XEER

B. Now complete each of the following sentences with an appropriate word from Column

A. Change the form if necessary.

(1) To be a truck driver, one needs, first of all, to be

(2) A good customer service representative constantly his clients to see if

they have any requests and complaints.

(3) Some companies grew stronger in the while others went bankrupt.

(4) With the APEC summit meeting held here, Shanghai becomes the of
the world this week.

(5) The annual revenue of the company in the past five years.

(6) Being a national sales manager a lot of business traveling around the
country.

(7) Previous experience and good interpersonal skills are to a candidate
for Personnel Director.
(8) He is young, friendly, energetic and willing to travel for business. And he has a good

command of English. she is the right man for the job.

(9) Once he gets used to a certain brand, he stick to it and won’t try

others, even for a change.

(10) One may advertise his products by various » for example, in

newspapers, in magazines, on television, on hoardings,etc.
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3.Translate the following English sentences into Chinese.

(1) Researches show that much of 1ts success 1s owed to the way 1t picks employees — and to
the way it pays them.

(2) Called customer service representatives (CSR), they also manage their own accounts,
court new customers and handle requests and complaints from their clients.

(3) What I like about this job is the relationship you get to build with customers.

(4) Then there is the pay — about $ 40,000 per year, nearly twice the industry average.

(5) Cadet ties compensation almost entirely to measures of customer satisfaction.

4.Translate the following Chinese sentences into English.

(1) ZLFBRHRIBRKBELLHALEFHANFERERNEM, (McDonald’s,owe to)

(2) A FEAT Nada Cian Fii i LT AR I FERREMBEEA . (do much more than)

(3)Kn0rpp %i—‘ﬂ:ﬁﬁﬂﬂﬁ HEAR ,ﬂﬁ%%“%*&)\ﬁﬁ]o (start as, run)

(DEARE-FERIHRFTELZLHEKERF . (manage)

GILAERFERNLBEFAWHRSERIF, BRFPRER MBI T/, TR
I5&PENX%E. (not to,but to)

Case Study: Job Analysis,
Recruitment, Interview

Harper & Grant Ltd. is a company manufacturing office furniture and equipment. With 1its
business expanding, 1t needs to employ an advertising and pubhc relations manager. He or she is
to supervise an advertising campaign, check proofs, and make sure that the advertising agency
uses the media which best suit the company’s interests. He or she wall also contact with the public
at large through newspapers, magazines and television, giving editors correct information about
the company and its products. The manager will be responsible to John Martin, the Sales
Manager, for advertising, and to Mr. Grant, the Managing Director, for public relations.

An advertisement has been put in the ‘situation vacant’ column of several newspapers. It
gives details of the appointment and invites applications for the job. John Martin will go through
the written applications and decide which of the applicants have the right qualifications for the
post. He will then interview the selected applicants from his short list and send his candidate, or
candidates, to Mr. Grant for the final interview .

Here is the advertisement in the newspapers:

ADVERTISING AND PUBLIC RELATIONS MANAGERS required by expanding company
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manufacturing office furniture and equipment. Applicants should have agency experience and be
able to co—ordinate all aspects of publicity, from design to production. Write giving details of
previous experience, salary, etec., to Box No. 9081.

Joanna Harvey read the advertisement and wrote a letter applying for the job. This is her

letter of application.

16 Oakleaf Avenue,

London, N. W. 22.

2" Qctober,2001
Dear Sirs,

I should like to apply for the position of Advertising and Public Relations Manager which you
advertised this morning. 1 am 27 years old and I graduated from Leeds University with an
honours degree in English. Before going to University, I spent a year in Spain studying Spanish.
I taught for six months at a language school in Madrid.

I spent one year as a trainee in advertising with the Palmer & Vincent Agency.

For the past three years 1 have been with the ageney Thryst, William & Knox. I was an
assistant account executive for the first two years and have been an account executive for the past
year. My present salary is £ 4,000 a year.

I should very much like the opportunity to work in industry and I hope you will feel able to

give me an interview .
Yours faithfully,

(Signature)
J. P. Harvey.
(In John Martin's office. The interview has started.)
John: Sally, who’s next?
Sally: (Secretary) Miss J. P. Harvey.
John: Ask her to come in, will you?
Sally: Miss Harvey.
John; Ah, how do you do , Miss Harvey?
Joanna: How do you do?
John: Do sit down.
Joanna: Thank you.
John: How did you begin in advertising, Miss Harvey?
Joanna: I joined a training scheme run by the Palmer & Vincent Agency and
stayed with them for a year.
John: That was before you moved to your present agency?
Joanna: That’s right. And I’ ve worked with them for the past three years.

Last year I became an account executive.
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John: What exactly is your work at the moment?

Joanna: Well, I handle quite a number of accounts. I plan the advertising
campaign, co-ordinate the work of the visualiser, the copywriter,
artists and typographers. I discuss the layout with the clients, check
proofs and, sometimes, have to do the work of the specialists when
there’s a crisis.

John: You seem to have had the right kind of experience. I think you
would do the work well, but:'-well, all the executives are men and
—-er—

Joanna: And I always thought industry was so go-ahead and modern!

John: I don’t mind telling you you’re quite high on my list, but--

Joanna: But you’d prefer a man?

John: No. If only I can convince our Managing Director. I’ Il do my best.

The next day Mr. Grant gave Joanna Harvey an interview. She persuaded the old man

herself and got the job.

account/s'kaunt/n.
agency/ 'eid3onsi/n.
analysis/a'nelosis/n.
applicant/'eplikont/n.
application/ pli'keifon/n.
aspect/'=spekt/n.
campaign/kem'pein/n.
column/ 'kolom/n.

~ convince/kan'vins/v.
co-ordinate/kou'o:dineit/v.
copywriter/ 'kopiraito/n.
crisis/'kraisis/n.

go-ahead a.
interest/'intrist/n.

layout/'leiaut/n.

manufacture/, msnju'fektfo/v.

media/'mi:dis/n. (pl)
proof/pru:f/m.
publieity/pab'lisiti/n.

qualification/ k wolifi'keifon/n.

responsible/ri'sponsibl/a.

New Words

EP,BENBHEOELE
R, K=, P
iy

B A

i
(%8 )H
(BA AL S, mkiEsh
TR

R, G R
W, A
ITEXHRE A

fabl, BEL kL
BRI

]

Rt RE , R E R
#i3& , n

w’ix

REINEd e

I, EE

A, &
AR, AFTY

(658 words)



scheme/skim/n.
supervise/'sju:povaiz/v.

trainee/trei' niz/n.

typographer/tai'pogrofo/n.

vacant/ 'veikont/a.

visualiser/ 'vizjualaizo/n.

. at large
. be responsible for

honours degree

W N -

. if only

account executive
. case study

. managing director

H W N =

&

WE,EH. K

FIE %5 4&

BRI T A, BRI R

EH L EEK, B
FRIA

Phrases and Expressions

% “#
B, AR BT

Business Terms

& - - s
. situation vacant column

BEPKHEHE, LFE£8
ESbrgiy

HHHESR

NGRSy

Exercises

1. Match the words in Column A to the words in Column B.

A
(1) advertising agency
(2) advertising campaign
(3) apply for
(4) letter of application
(5) check proofs
(6) contact with
(7) make sure
(8) public relations
(9) the public at large
(10) give details of
(11) go through
(12) job analysis
(13) recruitment

{(14) convince

B
(a) TE1E MR
(b) "R
(c) B#

(d) AR %K
(e) RIE

(f) HE

(g) HiF

(h) % Xf e
(i) " A
(j) THE#T
(k) HE & %7
(l) 5 ...... @Q%\
(m) HEHANEH
(n) 7453
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(15) high on the list (o) &

2. Complete the following sentences, using the Chinese expressions given below.

(1) Peter Wiles (IETFEH H & R Cosfra Ltd. B i) the post of Area
Sales Manager.

(2) T’'ll do my best (B 48 = %554 ) you have the right qualifications
for the job.

(3) Mr. Grant insists that the new manager (MZHAILEXRZFTEHHY
THEmBECHIT).

(4) Please (B AR 1 10 SRS GE B —TK = H N EF 2) the following address.

(5) (EEREH ML <) to work in your company!

3. Translate the following English sentences into Chinese.

(1) He or she is to supervise an advertising campaign, check proofs, and make sure that the
advertising agency uses the media which best suit the company’s interests.

(2) John Martin will go through the written applications and decide which of the applicants
have the right qualifications for the post.

(3) He will then interview the selected applicants from his short list and send his candidate,
or candidates, to Mr. Grant for the final interview .

(4) I joined a training scheme run by the Palmer & Vincent Agency and stayed with them
for a year.

(5) Applicants should have agency experience and be able to co-ordinate all aspects of

publicity, from design to production.

Delicious! (BREHFH T !) "
A Hollywood (¥ 335) producer was determined to give his mother a birthday present
that would be better than any his brothers were giving her. He heard about an

amazing bird which could talk in twelve languages and sing ten famous operas. He 3

immediately bought the bird and sent it to his mother. It cost him § 50,000. 3
The day after her birthday, he phoned his mother. “ What did you think of the bird,

Mother?” he asked eagerly. His mother replied , “ Delicious!” :::




