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Work Roles & Communication

Teamwork is a joint action by two or more people or a group, in which each person contributes
with different skills and expresses his or her individual interests and opinions to the unity and

efficiency of the group in order to achieve common goals.

This does not mean that the individual is no longer important; however, it does mean that
effective and efficient teamwork goes beyond individual accomplishments. The most effective
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teamwork is produced when all the individuals involved harmonize their contributions and work

towards a common goal.

Because of rapid globalization over recent years, the competition around the world becomes
more intense, especially for the service industry with the similar products. The most critical point
for business to succeed is not only the quality of products they supply,but the atmosphere of
cooperating and the amount from yield of teamwork in retail sales. The employees who always deal
with customers and can realize what customers really need are first-line staff. Therefore, it turns
to be essential for companies to motivate, reward and train their employees to be the best quality
personnel.

Starbucks began by three friends. Jerry Baldwin, Zev Siegl, and Gordon Bowker, who knew
each other in the University of Seattle. In 1971, the first name of their store is “Starbucks Coffee,
Tea,and Spice™ in Seattle. Washington’s Pike Place Market. Starbucks Corporation, the most
famous chain of retail coffee shops in the world, mainly benefits from roasting, selling special coffee
beans and various kinds of coffee or tea drinks. It owns about 4 000 branches in the whole world.
Moreover, it has been one of the most rapidly growing corporations in America as well. The reasons
why Starbucks is worldwide popular are not only the quality of coffee. but also its customer service
and cozy environment. Starbucks establishes comfortable surroundings for people to socialize with
a fair price, which attracts consumers of various ages to get into the stores. Besides, it is also noted
for its satisfaction of employees. The turnover rate of employees at Starbucks was 65% and the rate
of managers was 25% a year. However, the rates of other national chain retailers are 150% to 400%
and 50% respectively. Compared with them, the turnover rate of Starbucks is much lower than
other industries on average. As a result, Starbucks would be one of the optimal business models for
cooperation and teamwork.

Teamwork can not only construct a small social structure in organization for employees to
socialize, but also is a composite of various kinds of members who are equipped with different
background of skill and knowledge on account of the mission. Each member plays an important role
in the teamwork; therefore everyone in that team can meet their need for getting acquainted with
different colleagues and learn new skill from each other. Thus the definition of teamwork is a social
system including more than three people in an organization or context. These members identify
others as one member of the team and they have the same goal.

The CEO of Starbucks corporation, Howard Schultz, considers that the tip of success in
Starbucks is not coffee but employees, especially the cooperation among employees—teamwork.

I. Equal treatment

The managers in Starbucks treat each workpeople equally and all of the staff are called
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‘partners’, even the supervisors of each branch are so called as well. In order to narrow the gap
between managers and employees, they also co-work with the basic level staff in the front line. Due
to this. they can maintain a good management system and create a much closer and more familiar
atmosphere than other places. which makes not only employees enjoy their job but also customers
affected by their enthusiasm.

2. Listen to employees

Starbucks has a well-organized communication channel for employees. It places a great
importance on labours. For example, managers plan the working hours per worker and arrange the
schedule of time off. and meet their requirements according to their wants. There are interviews
every week to see what employees’ need is. A special survey called “Partner View Survey” is taken
off approximate every two years. The managers can receive feedbacks through the event on which
part should be improved or what issue should be paid more attention to.

The partners have the right to figure out what is the best policy for them, and the directors
show a respect for each suggestion. Starbucks even wants every employee to join in making and
developing plans. then achieving their goals all together. As a result, the policies and principles are
communicated between all staff. and there is no limitation in employees’ personal opinions. For this
reason, business could improve. even innovate their strategies by different ideas.

3. A goal of public welfare

Starbucks has endeavored to create “third place™ (outside from home or office Yfor people to
take a rest. They want to provide such a comfortable environment to increase the harmoniousness of
the society. Apart from this, Starbucks contributes part of its profits to public service; on the other
hand, it also sets a goal to improve and donate to the society. As a consequence, the aim makes all
staff have an idea that what they do for Starbucks is for the society as well. As the goal theory,
Starbucks sets a challenging and specific goal,and it permits all partners to decide the direction.
Alterward, employees embrace to do what they chose and they get some feedbacks from the goal.
The concept causes an increase of the power of agglomerating and enthusiasm in relation to a
positive effect to the profit of Starbucks.

Starbucks changes the behaviors and view points of global consumers to coffee, and this
example of success has caught global attention. Nevertheless, it was also a small retail coffee shop
in North America initially. Nowadays, it is not only one of the fastest growing corporations, but also
an outstanding business model with lower employee turnover rate and higher profit performance. A
good relationship between managers and employees could maintain a high quality of performance.
As the case of starbucks shows, using the correct strategy would lead to a successful path.

/ gloubalai'zeifon / n. 4-3&AL, £ 50
n M A7 Ak
/'risteil [ . the sale of goods or commodities in small quantities directly to consumers & 1
/'farstlain / adlj. Primary 5 &6, k56
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¢ /'mautiveit / v to provide with an incentive ; move to action; impel # 4
/ri'waid /v giving something in recompense for worthy behavior or in retribution for evil
acts 32 ), B 4, BT4R
chiain /tfein / no a number of establishments, such as stores, theaters, or hotels, under common
ownership or management i 4 /&
/'benifit / v. to derive advantage from something & &
%P RF
Loy er /'tarnauva /. the number of workers hired by an establishment to replace those who
have left in a given period of time A i & #4t , 4h A 7 3¢
plimal /taptimal / adj. most favorable or desirable; optimum F M 4869, 52 i & 69, |
/ a'kweint / v to make familiar &3 %& 7T i#
/ ai'dentifai / v. to consider as identical or united; equate He-+---- Fraoeeenn A o —*
hiel Exceutive Officer $U4T B8, 8 HIMATE
o1 /'sjuzpavaiza / n. one who is in charge of a particular department or unit & X2 A, IEFAC
vhow Work together 41F, 3£ Bl 4f(co- prefix Together;joint;jointly ;mutually 38 ;
EEE SOSURE W UP)
/ in'Bjuzzizzzam / n, great excitement for or interest in a subject or cause At , #uik
/'fizdbaek / a. the return of information about the result of a process or activity;an
evaluative response = £, A fif
/'welfea / n. financial or other aid provided, especially by the government,to people in
need 7i#|
/in'deva / v. to work with a set or specified goal or purpose 4~ F 4K
nte /dou'neit / v to present as a gift to a fund or cause; contribute 47 &
aibace [ im'breis / vt to take up willingly or eagerly /R & 4 38 2 WA EF T
/ a'glamareit / v ( Cause sth to )become collected into a mass (4 3540 ) af H |, 5 5
' /'prafit / n. an advantageous gain or return; benefit 7 #i

| . Match the word with the appropriate meaning.

1. feedback A. an advantageous gain or return

2. optimal B. an evaluative response

3. embrace C. to take up willingly or eagerly

4. retail D. the sale of goods in small quantities directly to consumers
5. profit E. become collected into a mass

6. agglomerate F. great excitement for or interest in a subject

7. enthusiasm G. most favorable or desirable

Il.. True or False.
1. The most important point for business to succeed is only the quality of products they supply.
2. Starbucks Corporation mainly profits from roasting, selling special coffee beans and various
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kinds of coffee or tea drinks.
3. The policies and principles can not be communicated between all staff in Starbucks.
4. The managers in Starbucks and the supervisors of each branch are called partners.
5. A special survey called “Partner View Survey™ is taken off approximate every year.

. Multiple Choices.
|. The employees who can understand what customers really need are
A. managers B. first-line staft C. supervisors D. CEOs

(35

. Which of the following is not true according to the passage?
A. Starbucks is worldwide popular due to the quality of coffee,
B. Starbucks is worldwide popular due to the price of coffee.
C. Starbucks is worldwide popular due to customer service.
D. Starbucks is worldwide popular due to comfortable surroundings.
3. Which of the following is true according to the passage?
A. The managers in Starbucks treat each work people unequally.
B. Starbucks has no communication channel for employees.
C. Starbucks has endeavored to create “second place™ for people to take a rest.
D. Starbucks changes the behaviors and attitudes of global consumers to coffee.
4. In order to narrow the gap between managers and employees, they also co-work with the
basic level staffs in the front line, which can maintain
A. a good management system and create a more intimate and familiar atmosphere
B. a good management system and create a leisurely atmosphere
C. a loose management system and create a much closer and more familiar atmosphere
D. a loose management system and create a relaxing atmosphere
5. From this case, we can deduce Starbucks attach great importance to
A. individual effort B. teamwork
C. individual ability D. serious atmosphere

/. Answer the questions.

1. What else do you know about Starbucks?
2. Can you introduce any other example to show the importance of teamwork?
3. What should you do to balance the team work spirit and competition well?

Text B

ound Information

Business communication is used to promote a product, service, or organization; relay information

Ln
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within the business; or deal with legal and similar issues. It is also a means of relaying between a
supply chain, for example, the consumer and manufacturer.

At its most basic level, the purpose of communication in the workplace is to provide
employees with the information they need to do their jobs,

Business communication encompasses a variety of topics, including Marketing, Branding,
Customer relations, Consumer behavior, Advertising, Public relations, Corporate communication,
Community engagement, Research & Measurement, Reputation management, Interpersonal
communication. Employee engagement, Online communication, and Event management. It is
closely related to the fields of professional communication and technical communication,

Business is conducted through various channels of communication, including the Internet,

Print( Publications }, Radio, Television, Ambient media, Outdoor, and Word of mouth.

A small little application called Cha-Ching, developed by Midnight Apps, was offering
licenses for its next version in the Macheist bundle. Users would be invited to beta test the next
version of Cha-Ching if they bought the bundle and all was glorious.

Unfortunately, what happened was a complete failure of Midnight App’s communication
strategy for the application. It really starts with this thread on the Macheist forums. While the
developer did respond in this forum, you can sense the frustration stemming from a lack of
progress updates from the developers. In fact, in the thread where people are wondering where the
beta application is, the conversation starts to turn against the company.

The conversation gets so heated. that users begin recommending other applications. One forum
poster takes a stab at Midnight Apps by recommending Moneywell: the reason given—"developers
are committed” . The commentator “rookie” even goes so far as to say “So | take it,we’ve given up
on ever seeing Cha-Ching 2.0?” This hostility then pours out to their own forum where people post



Unit One Work Roles & Communication

threads like this one. Midnight Apps had failed to meet their promise of a beta, and then failed to
communicate why. The users were revolting, but they weren’t just angry, they started recommending
other products.

So why did many of the forum users recommend Moneywell? What was the difference?

Communication is the only way

The answer was quite simple.Kevin Hoctor, the developer of Moneywell, is a master of support
and communication. You can take one quick glance at nearly every single post on the Moneywell
user forums and see that Kevin is involved in nearly every one. This approach constrains his
time and his resources, but the man is still able to release builds and fixes. While Moneywell
is not updated weekly, his customers feel confident in their software choice. This is what lead
disenchanted Cha-Ching users to point others in his direction, and his communication efforts explain
one of the modern tenants of good business and why Midnight Apps created a mess for themselves.

Steady communication builds steady/loval customers

Communication,and a steady channel of communication, is what turns a good company into
a fantastic company. It is one of the key tenants of modern web applications, where the principle
concept is “ask the users™ . People feel more invested in their software, their design and their
website if they are constantly reminded of your awareness of them.

There arc always exceptions to the communication rule, and there are instances of constant
user feedback ruining communication. However. most websites, software, and pretty much any
consumer/business relationship benefits from having a steady stream of updates. It builds consumer
trust and lets the user know their co-existence with your product is valid.

There is a happy ending to this story

The great news is that Midnight Apps realized their stream of non-communication was not
worth the productivity time it gave them. They could generate more users and carve out more
interest in their application by opening themselves up and talking about what happened. They
even asked “How are we doing?” to extremely positive reviews after their communication efforts
increased 100-fold. This goodwill has spread to their business and applications, as Cha-Ching for
iPhone is an excellent application,

Constant communication, even if you feel like you have nothing to say, makes everyone feel
involved in the process. Don’t waste it just saying hello, or talking about the weather, but explain
what you’re doing and what’s happening. Don’t wait for the juicy update, give micro-updates.
People will always want to know more about what’s coming, but a taste of what’s happening now
will appease them. It doesn’t take a lot of effort to send out a weekly email, but its reward is almost
1 000%. So, get on with it.

Vocabulary
beta [ 'beita / MK H = hR ., R4, “beta” A J5—Fb it & MAZF A HE A EX BT
Z a7, A= MK BLAR 69 H = AN

1l / Ored / n. a post in a forum on which personal opinions on some topics are expressed (&
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e AOPLT
./ "fazram / . a medium of open discussion or voicing of ideas in a website &%
-/ fras'treifan / n. the act of preventing from accomplishing a purpose or fulfilling a
desire [HL&F
/ ap'deit / . an instance of bringing up to date £ 7
140 / staeb / n. a wound inflicted with or as if with a pointed weapon #1445 , {5 %
)i / ka'mit / v to bind or obligate,as by a pledge # 71T
-/ has'tiliti / . the state of feeling or showing enmity or ill will %% , & &, R A&
oot ri'vault /v to feel disgust or repugnance R #
o/ glains / v. to direct the gaze briefly 4iwg A — T
/ kan'strein / v to keep within close bounds;confine Ff
i1/ in'tfamnt / v to attract and delight {#1E & | k58
i1 /'tenant / n. one that pays rent to use or occupy land,a building, or other property owned by
another {w 7
111/ 'vaelid / adj. producing the desired results; efficacious 4 2 #)
1o/ kawv / v to make or form by or as if by cutting &4l , €]
/ a'pi:z / v. to bring peace, quiet, or calm to;soothe % #v  4F /&t

| . Match the word with the appropriate meaning.

1. revolt A. to attract and delight

2. commit B. to feel disgust or repugnance

3. enchant C. to make or form by or as if by cutting

4. update D. to bind or obligate, as by a pledge

5. carve E. the act of preventing from accomplishing a purpose or fulfilling a desire
6. frustration F. to bring up to date

7. forum G. a medium of open discussion or voicing of ideas in a website

Il . True or False.
I. The developer of Cha-ching didn’t respond in Macheist forum.
2. One forum poster, takes a stab at Midnight Apps by the reason of recommending Moneywell
given by a forum poster is “developer is committed™ .
3. Communication builds consumer trust and lets the user know their co-existence with your
product is valid.
. Cha-Ching has been used on iPhone.

4=

. Constant user feedback will facilitate communication, instead of ruining it.

. Multiple Choices.
1. Why did Midnight Apps fail?
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A. Because the users diliked this company.

B. Because the users did not accept the new product of this company.

C. Because the users would not be invited to beta test the next version of Cha-Ching.

D. Because the company had failed to meet its promise of a beta, and then failed to

communicate why.

=]

- Which of the following is true according to the passage?
A. The developer of Moneywell is not good at support and communication.
B. The developer of Moneywell is skilled at support and communication.
C. Moneywell is updated everyday.
D. The communication efforts made by Moneywell is not a success.
3. The main concept of modern web applications is
A. developer is committed
B. ask the users
C. recommending other companies
D. know more about the product
4. Midnight Apps that their stream of non-communication was not worth the
productivity time it gave them.
AL came to know
B. failed to see
C. were confused
D. got angry
5. What can be inferred from this passage?
A. Communication with the customers is wasting time to a company.
_B. Communication with the customers is not rewarding,.
C. Constant communication with the customers is crucial to a company.

D. Good products are crucial to a company.

- Answer the questions.

1. Why did Midnight Apps fail to meet their promise of a beta?
. Which factor do you think is the most important to a successful communication?

t

3. What are the methods to communicate well through internet?

. Questions 110,

Read the article below about the importance of communication in business.

For each question 110, write one word in CAPITAL LETTERS on the answer sheet,
There is an example at the beginning( 0).

Example: (0):STAGES



