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Appendix

Practice Speeches

Here's a collection of speeches that you can read aloud as a way to
practice 4ll the new skills you've learned in this book.

AN UNEVEN PLAYING FIELD IN AMERICA
Bernard Shaw, Principal Washington Anchor, CNN

The Alfred M. Landon Lectire on Public lssues, Ransas State University, Manbaitan,
Kansas, November 20, 1992. Used by permission.

The Center for Creative Leadership says on an average nine out of ten
fernule managers are pushed into staff jobs such as human resources
and public relations—positions that do not lead to the top of corporate
America, If people are not given work experiences to broaden them-
selves, how can they ever get the opportunity to be more responsible?

Presently, fewer than 6 percent of all the top executives in the
United States are female, This problem, this crisis, this scandal is exac-
erbated by a natural human tendency: to surround yourself with peo-
ple like you, (Former] Labor Secretary Lynn Martin says, “If the person
at the top is male and white, invariably he picks people around him
who are just like him.” And as this happens each day in our cities, each
day in our counties, and each day in our states, each day we as a
nation suffer, And when this grear nation suffers, we lose another step
in competition because we are failing to use fully our most precious
talent and resource—our own people.

Federal, state, and local laws are there. But laws are given life and
force by people and companies and universities willfully looking after
their best interests, and, fortunately, that is happening, But it is hap-
pening too slowly. Some companies and some executives are acling
with conscience to change the way the work place and society treat
women. Some. Not a majority



Yo¢

PASSPORTS—NOT PROVINCIALISM: MARKETERS AND
COMMUNICATORS NEED NEW INTERNATIONAL SKILLS

Jean L. Farinelli, Chairman and Chief Executive Officer,
Creamer Dickson Basford
Detivered to a joint meeting of the Charivtte World Trade Association and the

Carolinas Chapier of ihe Business/Frafessianal Advertising Association, Gharlotte,
North Carolina, April 14, 1993. Used by petmission.

What [ see happening today 1s this: World trade is expanding, bul
marketers and communicators are not keeping up with the pace. We
still think of other countries as “foreign.” Wi know that we do not
know enough about “foreign” countries, so we fall back on what we
do krow—how to market and communicale in our own country, We
repeat the slogan, “Think globally and act lecally,” but we do not
really mean it. I am not speaking only of the United States—as my
examples demonstrate, marketers and communicalors from many
countries lack the international skills they should have in order to be
effective.

We have to realize that “international” is not “foreign” anymore. If
we marketers and communicalors are going to live and prosper in a
world of international business, we must become figurative citizens of
every counkry in which our companies operate. We need passports—
not provincialism,

Companies that pursue international business need marketers and
communicators who truly ave inlernationalists. They need people who
can help reinvent marketing and communications o meet global
needs. They need marketers who can participate in the process of
explaining global corporate sirategies. They need communicators who
can persuade senior managers Lo step outside of their familiar thought
processes, in order 1o meet other cultures on their own terms, They
need commuaicators who can articulate—simply and consistently—the
outcomes of very complex global decisions.
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THE CHALLENGE OF CHANGE: BUILDING A NEW
COMPETITIVE SPIRIT FOR THE 218T CENTURY

Ralph S. Larsen, Chairman and Chief Executive Office,
Jobnson & Johnson

Delivered 1o the Execuitive Club of Chicago, October 23, 1992. Used by permission.

I am very optimistic about our future and 1 believe that our progress
over the next few years will take us to the threshold of a new centu-
ry, ope which promises both unprecedented challenge and enormous
hope. But it is critical that the badly strained fundamentals of this coun-
try work well once again. And for that to happen our basic business
systems must perform both competitively in the world economy that
will unite us and compassionately in addressing the social imbalances
and economic grievances that threaten to divide us.

J think we would all agree that to have 37 million people without
health insurance in a nation like ours is simply not right, But if we are
going to deal with this and similar issues, we need to revolutionize and
revitalize our public institutions. And we need to insist that they learn
from and work cooperatively with the private sector so that the cre-
ation of wealth is not siphoned off by the size and inertia of an unre-
sponsive bureaucracy.

Business cannot be a spectator on the sidelines of unfolding
events. Neither can government and its institutions be oblivious to the
signs that are so obvious—and so repugnant—to the people it serves.
Clearly, we need to renew our competitive spirit, sharpen our focus,
revitalize our institutions, and re-engage the great entrepreneurial drive
that engineered America's once dominant leadership position.

In closing, may I say the tasks we face in both the private and
public sectors will not be easy and It will take a nation of broad shoul-
ders to make it work. But confronting the challenge of change is what
created the supremacy of American enterprise in the first place, and, in
the final analysis, it is what will heip us regain that position, which is
50 critical to the future of this great nation.
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THE CHANGING CONSUMER: PREDICTING THE
MARKETPLACE OF THE FUTURE

Wendy Liebmann, President, WSL Strategic Retail

Delivered to the Drug Store of the Fulure Symposium, Tarpon Springs, Forida,
January 14, 1992 Used by permistion.

Picture it. Twenty-first century America. It will begin 4s an age of immi-
gration. People will flock to these shores from Haiti and Cuba, from
Mexico and China, from Hong Kong and Uzbekistan. Sometimes by
choice. Ofien by necessity. Ofien through no free will of their own.

Arriving in their millions, they will land in Los Angeles, Seattle,
Miami, and stay just where they land, in a ghetto-like community rem-
iniscent of their homeland. Like their twentieth-century Counterparts,
they will come looking for the American dream. A chance to work for
a living, 10 earn enough to feed their families, to practice their own reli-
gion, and hold their own political views—with no fear of persecution.
They will come 10 be Americans, but different Americans, diverse
Americans, maintaining a strong sense of their own heritage and the
character of the land from which they came,

They will szot assimilate as fast as they can learn the language. In
fact, English will never be their primary language. They will be proud
of their national tongue.

They will not cast off their foreign ways. They will not dress like
Americans, eat like Americans, speak like Americans, live like
Americans, as those of the twentieth century did. Instead they will
retain the essence of their own distinctive culture,

And so will be born 2 new face for twenty-first century America.
And so will be born an opportunity—a necessity—to sell 2 new
American dream to many diverse American consumers. The specializa-
tion of American business will arrive to meet the diversification of
American CONSUMmers,

America in the twenty-firsl century will be characterized by its dif-
ferences, not its similarities, America in the twenty-first century will be
2 mosaic of different ethnic groups and cultures that no longer view
assimilation as their American dream,
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GLOBAL COMPETITIVENESS: FIVE STEPS TO FAILURE

Richard ] Stegemeier, Former Chairman, President, and
Chief Executive Qfficer, Unocal Corporation

Delivered at the CEO Night of the Financial Executives Institute, Los Angeles,
California, February 20, 1992, Used by permission,

This is a pivotal year for America. We're going to elect a president and
a Congress. We're zoing to see if we can pull out of a deep and painful
recession. And we're going (o see if the other military superpower—
the former Soviet Union—can begin to move toward political freedom
and a market economy, or if it will fall into darkness and dictatorship
once again,

Because it is a pivotal year for America, I wish we were off to a
more promising start. In early January, we watched the president and
a group of 18 corporate executives travel to Japan to lobby for more
favorable trade relations.

“Tr ain't fair!” they said.

That's the kind of complaint T hear from my grandchildren when
they’re squabbling over their toys.

1 lived and worked in the Far East for thirteen years, In my view,
the Japanese are doing exactly what we've asked them to do—selling
us high-quality goods at reasonable prices. The Japanese succeed
because they work hard. They are well educated. They are committed
to quality. And their government does not burden the productive econ-
omy with unreasonable regulations and misguided tax policies. I'm sure
it is tempting to bash Japan in an election year, but America is starting
to behave like the crybaby of the Western world. Not to be outdone,
some Japanese politicians decided to retaliate. American workers are
lazy and unproductive, they said. Such comments are totally unrealistic.

American workers—at least those I know in the petroleum indus-
try—are as good as any workers in the world, Remember, it was
Americans who put out the hundreds of oil-well fires in war-torn
Kuwair And we did it more quickly and efficiendy than anyone
dreamed possible.

Americans can do the job. I don't doubt it for a minute. We're
intelligent, hard-working, and ambitious.
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KEYS TO PROFITABILITY IN THE 1990s

Stepben Friedman, Senior Chairman, Limited Partner,
Goldman, Sachs & Co.

Delivered to the Securities Industy Association 1993 Trends Conference, April 14,
1993. Used by perimission.

Ninety percent-plus of a business is the quality of the people and cul-
ture. No doubt, we can spend loads of tme figuring out where our
business is going, but if we do not have the right team, it won't get us
anywhere, A strong culture atiracts and breeds good people. Maintaining
and nourishing a strong culture is, foremost, the job of the firm’s lead-
ership. At Goldman Sachs, we uy to defend a tight core of immutable
principles from generation to generation:

1. The client comes first
2. An emphasis on team work,

3. We consider our most valuable assets our people, our capital, and
our reputation. If any one of these three is lost, our reputation
would be the most difficult 1o recover.

This tight core of absolutes gives us a point of reference. It makes
us comfortable when we address those aspects of the business that
must change to keep up with the times. The old adage, “If it ain't
broke, don't fix it,” leads to complacency and can put us behind the
innovation curve. So we ask: “What makes sense under the circum-
stances?” What businesses are we really in? The answers are not nec-
essarily tied to the past. I will elaborate on this point later when 1 talk
about "Big Ideas.”

There are three central issues regarding people in our firm: get-
ting them, keeping them, and helping them improve. We invest heav-
ily in recruiting. We dedicate our key people 1o it, for both M.B.A.s and
lateral hires. Our investment in people is time-consuming and costly.
But the cost of wurnover, and the cost of having the wrong people, is
even higher. We value our people, and we invest in them through
training, mentoring, and motivation programs, and through continuing
education.
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CORPORATE STRATEGIES IN A GLOBAL ECONOMY

Robert J. Eaton, Chairman and Chief Executive Officer,
Chrysler Corporation

Detivered to the Greater Detroit Area Chamber of Commerce 1993 Mackinac
Conference, Mackingc Islund, Michigan, fune 4, 1993. Used by permission.

Reasonable men and women can agree on the most thorny issues if they
check their ideologies at the door. I've seen it happen. It can even hap-
pen when it comes to environmental issues. Europe's environmental
problems are far worse in some areas than ours because of its size and
population density, and the Greens are as militant as you can get on this
issue. Bul somehow, reasonable and practical compromises get made.

Again, in this country, we seem to go to an “either/or" option
right off the bat. You can either have jobs or a clean environment. Pick
one! It takes forever to get to the rational middle position. And some-
times we never do,

The fact is, if you're a businessman looking for a place 1o locate
a new facility, you're not afraid of a state that wants to protect its air,
its water, its land, and the health of jts people. That won't scare you
away. It's more likely to attract you, in fact. What scares you away is
zealotry. What sends you to another state is the fear that you're going
to be treated as a target instead of a potential taxpayer, neighbor, and
employer.

STICKING TO YOUR KNITTING: THE INCREASED TREND
TOWARD OUTSOURCING

Joe Neubauer, Chairman and CEQO, ARA Services, Inc.
Delivered to the Rotary Club of Los Angeles, June 4, 1993, sed by parmission,

Since the wrn of the century, market share and internal hierarchies
were the twin pillars of corporate doctring. The conventional wisdom
driving decision-making could be summed up by two words: control
and dominance. For most of the last hundred years, the giants of
American industry have used those words as 2 mantra—creating a cor-
porate culture in the process.
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Integration was the name of the game. From the steelworks of my
home state in Pennsylvania, 1o colossal computer corporations, to the
four-wheeled legacy of Henry Ford, extending the scope of the enter-
prise—making it broader and deeper in its range of activities—was the
defining corporate mission.

So what was the "compdny”? In the early days, the company was
everything. Some companies fed you, others clothed you, some even
housed you, “I owe my soul 1o the company store” was more than the
melancholy refrain of Tennessee Ernie Ford's classic, “Sixteen Tons.” It
was a way of thinking throughout many of America’s basic industries.
For many vears the culture of the corporation was the culmre of the
community, Life wound tight around the work place. Whether its soul
was a textile mill or an oil rig, a silver mine or an assembly line, dot-
tng the landscape of twentieth-century America was the company
town, And ironically, blue collar, white collar—it made no difference—
both were the colors of the company man.

SECURING THE AFRICAN-AMERICAN FUTURE:
A CHALLENGE FOR TODAY AND TOMORROW

Virgis Colbert, Senior Vice President, Operations, Miller
Brewing Company

Detivered to the Omega Psi Fhi Fraternity Anniversary, Mitwankee, Wisconsin,
Nowemeber 13, 1992, Used by perinission.

I would like to rake a few moments to share some personal thoughts
on how we can secure the African-American future. However, success
will come only if each of us rises to the challenges that face us.

African-American communilies today are going through an
extremely difficult period of adjustment to a rapidly changing local,
national, and global economy, Our people are regularly assaulted by
socjal and economic factors that make it difficult to finish school, to
build strong families, or to simply survive, These factors are especially
severe in our urban areas, where most African-Americans reside, and
are especially acute for many blacks here in Milwaukee.

My perspective on these issues has been formed from observa-
tions during my travels across the country, from my volunteer work
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with community-based organizations, and from my own experience as
an African-American male.

While the black middle class has admittedly doubled over the past
quarter ceniury, the social, economic, and occupational opportunities
of most blacks have worsened. We not only continue to lag behind
whites in these categories, but even more disturbing is the expanding
gulf berween the have's and the have-not's in our black community.

As an eternal optimist, T believe that organizations like Omega Psi
Phi Fraternity, with its coalition of motivated, strong and dedicated
African-American males will be key in helping black Americans over-
come the social and economic barriers in positive and productive
ways. After all, what African-American citizens need today are expand-
ing opportunity structures, assistance in making positive life decisions,
greater access Lo success{ul role models, and social and economic sup-
port. Omega Psi Phi's creed: “Scholarship, Perseverance, and Uplift” is
indeed what African-Americans weed.

COMPONENTS OF SUCCESS: QUALITY CONTROL, INVESTMENT
IN HUMAN RESOURCES, AND APPLIED TECHNOLOGY

Richard M. Rosenberg, Chairman and Chief Executive
Officey, BankAmerica Corporation

Detivered to the Executive Club of Chicago, May 21, 1993, Used by permission.,
Change may be constant, but [ believe successful companies in the

twenty-first century—which, for all intents and purposes is already
here—will operate against three fundamental components of success:

1. A strict adherence to quality control
2, Strategic investment in human resources

3. Efficient and productive application of technology

Of these three components, quality control may be the most visi-
ble and carry the potential for the greatest returns, but only because it
may be the by-product of strategic investment in human resources and
the efficient and productive application of technology.



iy

John Young, recently retired CEO of Hewlett-Packard, pointed out
a startling statstic: Studies have shown that one-quarter 1o one-third of
the time and resources at large compuanies today are spent fixing prob-
lems, that is, remedying situations that never should have occurred in
the first place. This represents lime and resources spent undoing things
that could otherwise have been focused on customer service, product
innovation. or employee development. It represents—simply—svaste.

Ohviously, a fundamental goal of successful companies should be
to drive out that type of waste. which is why quality control—pre-
venting the problem in the first place—is the key component for suc-
cesstul companies.

U.S. INVESTMENT IN THE NEW SOUTH AFRICA

Patrick . Ward, Chairman, President, and Chief Executive
Officer; Caltex Petroleum Corporation

Delivered 1o the Nettional Foreign Frade Foundation Councif Conference, New York.
New Yok, September 271993 tsed by permission.

As husiness executives, we seek all the relevaat facts about the market
before forming important decisions. Likely rates of return, statistics on
economic growth, production, distribution, and marketing are all
importani. We also want 1o know the background of polential business
partners, the husiness culture, and the preferences of our customers.
But there s a level of information that tanscends factual data. That
level of perception relates 1o the confidence we have in the times in
which we live. It has 1o do with our sense of whether the tide of our
fortunes is ebhing or is on the rise.

The existence of a pracess for chunge and accommodation sug-
gests that South Africa’s tide is rising. The struggle by no means is over,
Violence stll is u serious problem. Nevertheless, a goal has been set,
and the widespreud acceptance of that goal is a strong driver for a pos-
itive eventual conclusion.

As the political situalion improves and basic agreements are
reached on 4 constitution, the economic situation should ulso improve.
As called for by Mr. Mandela, the removal of all remaining international
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sanctions would be greatly helpful. The focus of the country also needs
to shift to the further improvement of the economy in order to meet
rising expectations.

To sum up, [ believe there are many reasons to conclude that the
gains from investing in South Africa will outweigh the risks.

Finally, in all our concemn about politics, about economic facrs,
about expectations, we shouldn't forget the individuals involved. An
American company, when it invests in South Africa—with its philoso-
phy, values, and skills—also makes its own special contribution to the
economic and social health of that country and to its people.

THE ROLE OF BUSINESS IN EDUCATION

Les Alberthal, Chairman of the Board, President,
and Chief Executive Officer, Electronic Data Systems (EDS)
Corporation

Delivered to the Dallas Rolary Club, Dallas, Texas, March 10, 1993, Used by
permission.

The word “employee” is derived from the Latin word implicare, which
means “to engage.” Now, to me, that means not only to employ, but
to stimulate, to win over or attract, to draw info, to involve. That's what
we try to de with alf our employees: o atiract them, Lo stimulate them,
to involve them,

Let me reemphasize that word afl—ail of our employees, includ-
ing (and especially) top-level managers.

You know, conventional thinking is that managers, afier they've
attained a certain level, don't need development anymore, However,
many companies have discovered that even their top managers are not
prepared to deal with today's changing business environment. Why?
Because they simply never got the right training. So, now, compa-
nies—either in-house or via consultants—are conducting learning ses-
sions that include top-level executives, along with middle-level and
first-line managers, whom the company has identified as having high
potential. And what are they learning to do in these sessions? They're
learning 10 manage—and take advantage of—change.
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This just bas to be done. The best executives of the future will be
dealing in a much different environment. They won't be able simply to
give orders as they used to. Teams and flattened organization are going
to creale an eniirely new set of behavior patterns, attitudes, and meth-
ods of communication. Employees are going to have to understand
such things as international competition, organizational versatility, and
how to structure international teams and alliances, and vyet still under-
stand and accept accountability.

This strategy, of course, involves the key process of continuous
edrication for everyone.

PROGRESS THROUGH INNOVATION: YOU CAN'T HAVE ONE
WITHOUT THE OTHER

Robert G. McVicker, Senior Vice President, Technology
Group and Kraft Food Ingredients, Kraft Foods, Inc.

Delivered to the 1992 Leaders of the Future Frigineering Conference, Pennsylvania
State University, University Park, Pennsylvania, April 3, 1992. Used by permission,

Why is innovation so critical to the success of countries, and even 1o
the future of humanity? Because it's the raw material for the creation
of wealth; everything else is just reshuffling and redistribution of what
we already have, Just as a lever dramatically increases the amount of
force you can exert, so does innovation raise productivity, spur eco-
nomic growth and increase wealth. In a world where everything has
its price, technological innovation—though it's not without its costs—
is stil] the closest thing there is to an economic free lunch.

And I'm not just talking about recent innovations like the auto-
mobile, the telephone, or the computer. The ancient Greeks gave us
the lever, wedge, pulley, and gear. (In fact, sometime in the first cen-
tury, Hero of Alexandria even invented a coin-operated vending
machine to dispense holy water!) In the Middle Ages came the horse-
shoe and stirrup, which revolutionized transportation and warfare, as
well as the chimney, which facilitated home cooking and allowed us
1o get presents from Santa Claus. Islamic society gave us paper. And
the Chinese invented matches, the umbrella, and the toothbrush.
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My point is that many of what now seem to us to be the most
mundane contraptions actually had a profound effect on human
progress, The wealth, comforts, and living standards we enjoy today
are built upon thousands of years of innovations, many of which are
now so common that it's hard 1o think that there was a time when they
didn’t exist, But every generation makes its contributions, just as you
will make yours.

THE BREAKDOWN OF THE MONOPOLY OF
THE BAR CARD: THE GAME IS OVER

William A, Breweyr III, Bickel & Brewer

Delivered Lo the American Bar Association Annual Meeting, Washingtor, D.C.,
August 10, 1992. Used by permission.

The suggestion was put forth in a newspaper article last year that to
solve the problem of oversupply of attorneys, the government should
pay lawyers $500,000 each to wrn in their bar cards, It was proposed
as sort of a *farm subsidy” program, whereby the government would
pay lawyers not to practice law. So instead of say, wheat, the unculti-
vated crop in the fallow north forty would be litigation. The suggestion
was only shightly tongue in cheek.

Of course, farm subsidles are used to kegp prices bigh.

Oddly enough, what the lawyer bashers have overlooked is that
the current oversupply is having some very positive effects; among
these are increased competition and efficiency. Although these are not
typically words used to deseribe lawyers or those in the legal profes-
sion, maybe they should be. And that, I might add, is perhaps a more
radical idea than paying lawyers not to be lawyers—that is, increasing
competition and efficiency in our profession.

Having inherited and protected a business with numerous barri-
ers to entry and restrictions on competition, lawyers have for years
enjoyed a monopoly. As every monopolist knows, the ability to
achieve monopoly profits is dependent upon the ability 1o restrict com-
petition. To restrict competition, the players themselves create the rules
of the game, which limit admission or entry, by enacting rules of con-
ducr and arcane rules of procedure.
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Practice Speeches

Some define industrial policy as a complete makeover of
American business into sométhing resembling the Japanese keiretsu—
the groupings of companies that dominate the Japanese economy. This
American version of Japan, Inc. would require both closer cooperation
berween competitors—allowed and encouraged by law—and closer
cooperation between government and business. Such a policy would
have 1o overcome both American history and tradition, not to mention
antitrust law:

PUBLISHING FOR THE INDIVIDUAL: ALTERNATIVES
TO TRADITIONAL TEXTBOOKS

Joseph L. Dionne, Chairman and Chief Fxecutive Offices,
McGraw-Hill, Inc.

Detivered ta the American Association of Publishers (College Division), Washingion,
D.C, May 13, 1992, Used by permission,

Like many businesses that developed during the Industrial Revolution,
we publishers have long been locked into an “assembly line” approach.
We would select a manuscript that we felt was worth wider distribution.
We would tell the printer how many books we waated to print, the kind
of binding desired, the number of colors needed, and so on. Then the
printer would educate us on the costs involved,

By the time the type was set, the plates made, the sheets fed and
cut, the pages bound, and the books distributed, assembly-line pub-
lishing became a fairly expensive proposition,

This was especially true in textbook publishing. As anyone here
can attest, creating a textbook for a national market forces every pub-
lisher to take advantage of econornies of scale. Rather than a book cov-
ering a limited range of interests, a publisher includes virtually every
aspect of the topic. The more aspects, the greater appeal in the mar-
ketplace. Besides, it's a competitive necessity; everybody else is doing
it! Which is how a textbook publisher comes up with the sort of hefty
tome that typifies today’s textbook market.

Please don't misunderstand: I believe there will always be a place
for the waditional textbook, It is efficient. 1t is often economical. It is
EVEn CONVEnient in many cases.
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Some define industrial policy as a complete makeover of
American business into something resembling the Japanese keirefsu—
the groupings of companies that dominate the Japanese economy, This
American version of Japan, Inc. would require both closer cooperation
between competitors—allowed and encouraged by law—and closer
cooperation between government and business. Such a policy would
have to overcome both American history and tradition, not to mention
antitrust lawy.

PUBLISHING FOR THE INDIVIDUAL: ALTERNATIVES
TO TRADITIONAL TEXTBOOKS

Joseph L. Dionne, Chairman and Chief Executive Officer;
McGraw-Hill, Inc.

Delivered to the American Association of Publishers (College Division), Washington,
D.C, May 13, 1992, Used by permission,

Like many businesses that developed during the Industrial Revolution,
we publishers have long been locked into an “assembly line” approach.
We would select 2 manuscript that we felt was worth wider distribution.
We would tel] the printer how many books we wanted to print, the kind
of binding desired, the number of colors needed, and so on, Then the
printer would educate us on the costs involved.

By the time the type wds sct, the plates made, the sheets fed and
cut, the pages bound, and the books distributed, assembly-line pub-
lishing became a fairly expensive proposition.

This was especially true in textbook publishing. As anyone here
can atlest, creating a textbook for a national marker forces every pub-
lisher to take advantage of economies of scale, Rather than 4 book cov-
ering a limiled range of interests, a publisher includes virtually every
aspect of the topic. The more aspects, the greater appeal in the mar-
ketplace. Besides, it's a competitive necessity; everybody else is doing
it Which is how a textbook publisher comes up with the son of hefty
tome that typifies today’s textbook marker,

Please don't misunderstand: I believe there will always be a place
for the traditional textbook. It is efficient. It is often economical. It is
even convenient in many cases,
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But for many courses and many situations, it is the wrong
approach. One thing I'm certain of: Very few of today’s core-course
textbooks are actually read from cover to cover.

So in a sense the printing press has come full circle: from a “free-
dom fighter for knowledge in the fifteenth century to an information
“tyrant” in the late twentieth century.

This is one of the realities we've had to confront at McGraw-Hill
as we've uied o better serve the needs of our customers. In the old
days, we would have wried to make a better textboak.

Today, the marketplace—our customers—is forcing us (o re-
invent the rextbook.

FLASH: THE SKY IS NOT FALLING! A CALL FOR BALANCE

Earnst W Deavenporl, Jr, President, Eastman Chemical
Company

Deltuered to the Doumtown Rotary Club, Knaxville, Tennessee, furie 30, 1992, Used by
permission,

I am well aware that we in the chemical industry have a poor public
image when it comes to the environment. Some players in the indus-
ury made some bad mistakes in the past, and history has a habit of fol-
lowing you around.

But a lot of things have changed.

Technology, especially. Eastman’s operating procedures and mon-
itoring systems are state-of-the-art. In 1991, we spent almost $§200 mil-
lion on environmental protection and improvements. That's 5 percent
of sales; as a percentage, thar's more than any other major chemical
company. And we've become more environmentally sensitive. We're
the energy behind a recycling effort like nothing else in the country,

Several years ago, Eastman and Waste Management teamed up (o
build a Recycling Center in Kingsport 1o provide the entire Northeast
Tennessee-Southwest Virginia region with a place to recycle glass, alu-
minum, paper, and plastics. It's been a huge success. In fact, Jast year,
the Recycling Center received a national award from Keep America
Beauriful. It's the first industry-community project of its kind in the
country,
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We're making progress in other areas as well. Our new waste
water treatment facility is a good example. It's built off the ground on
concrete pillars so inspectors can walk underneath to check for leaks.
Innovative stulf.

We're making good progress. That's why 1 take exception when |
hear that the threat of appeating on an EPA toxic list is an incentive for
manufacturing plants in Tennessee to “clean up.” To paraphrase
President Eisenhower: "Hitting somecne over the head isn’t leadership.
That’s assault.”

CHARTING A LEADERSHIP COURSE FOR MANAGEMENT

Jobwn Lynch, Chairman and CEO, Towers Perrin
Delivered at Town Hall, Los Angeles, January 13, 1993. Used by permissian.

There’s been 2 lot of talk about quality in recent years, and we're all famil-
iar with the buzz words. Companies have tried various kinds of quality
programs, and while some have succeeded, many have failed. Why?
Because they approached quality as a separate, stand-alone activity.

To really create and sustain quality, it must become part of the
culture and fabric of an organization, not just another mandate from
the CEO or a program of the month, Employees must understand and
accept the need for quality improvement in everything they do. They
musi understand how 1o improve quality, and they must drive the
effort. Otherwise, you won't succeed.

That's why Corning Glass involved employees at all levels when it
developed its strategy for quality improvement, Corning's goal wasn't to
win the Malcolm Baldrige award. It was to win in the marketplace.
Motorola is another company that has had great success in this area. It
malkes quality an integral part of its culture and the way it operates. As
2 result, Motorola has reduced its defect rate more than 99 percent over
the last five years and is still looking for further improvement. It has
reduced costs almost 3900 million in 1992 alone and over $3 billion
cumulatively over a five-year period. Clearly, quality can pay off when
its more than just the management fad of the hour.



