
1.1.1
P = Presenter   K = Kate Watson
P: Market research involves gathering, analysing 
and interpreting data. It provides companies with 
crucial information that can help them make 
better strategic business decisions and improve 
their chance of success. Kate Watson is Research 
Manager at Opinium Research in London.
K: Market research can be used to help a business 
grow and develop. It can be used to help launch a 
new product into the market and test its appeal. 
It can help a brand with its performance and 
e� ective communications, through to helping a 
company with customer satisfaction and employee 
satisfaction.
P: In order to generate the information needed, 
some companies have in-house market research 
teams, while others outsource projects to specialist 
companies. Market research is big business but, 
regardless of who is doing the work, there are 
speci� c methods for collecting the information.
K: Market researchers gather information in two 
main ways. This is done either through primary 
research or secondary research. Primary research 
consists of gathering new data from consumers, 
and this can be in the form of surveys, focus groups 
or in-depth interviews, for example.
P: Surveys gather responses from a large number 
of people giving information about attitudes and 
behaviour towards particular products or issues.
 Focus groups bring together a small number 
of carefully selected people to explore their 
perceptions of a product or an issue. They provide 
an in-depth analysis of opinion and may reveal 
information not anticipated by the researcher. 
Although the groups are small, � ndings from focus 
groups are a guide to the reactions that can be 
expected from a larger population.
 However, collecting such detailed data in this 
way can be costly. Luckily, for small businesses and 
start-ups unable to a� ord these approaches, there 
are other more cost-e� ective alternatives.
K: One erm good way to do market research 
erm, which is more a� ordable, is through online 
surveys and they’re also a very e�  cient way of 
researching the market. What you can also do is 
think about the sample size you use when looking 
at a particular audience and reducing that to make 
it more a� ordable.
P: Whereas primary market research involves 
gathering entirely new data, secondary market 
research is based on data that has already been 
compiled.
 It’s also known as desk research. Like primary 
market research, it is often carried out by specialist 
companies, who charge for this service, though it is 
less expensive than primary research.
K: Secondary research consists of data that 
already exists and is publicly available. You then 
collate all that information and provide analysis 
on that. You can � nd this data through various 
sources, including government reports and 
statistics, companies’ websites and brochures, 
through to academic publications, for example.
 Secondary market research can be used for 
various di� erent things to help with the business. 
For example, if a business was looking to launch 
a new product or service o� ering, the secondary 
data can look at what else competitors are doing 
within that space, and therefore helps the company 
provide a product that’s gonna be di� erent and 
helps make them stand out in the marketplace.
P: Whether primary or secondary, the key to 
useful market research is to plan carefully and 
keep it relevant in order to gain the most valuable 

feedback and insights on which future strategy can 
be based.
K: It’s all about � nding out who the target 
audience is, and then how to communicate 
e� ectively to them.

1.3.1
P = Prisha   D = David
P: Great. Thanks.
 Where were we? Oh yes. Happenings has been 
going for just over a year. We’re only a small events 
company. Competition is � erce and … well, I’ve 
learnt that attracting clients can be tough. Like the 
one I was just speaking to.
 David would agree. With twenty years’ 
experience in PR and communications, he knows 
this business well.
 We’re still to see a net pro� t despite having 
very few employees like Sonia, who handles the 
day-to-day management of the di� erent projects.
 And Otto. He’s our logistics guy. If we have 
problems, he � nds solutions.
D: Any news on the contract?
P: Well. We’re being considered. We really need 
them, David, the money situation is not great at 
the moment.
D: I’m fully aware of that. What are the details?
P: All their global sales sta�  gather for a weekend 
event which includes an afternoon of trying out 
the new Overlander quad bikes. The budget is 
decent.
D: What about Hebden Hall as a location? 
Remember, we have the …
P: … special agreement with them. Yes. Meaning 
we could make a tidy pro� t. 
D: That would be nice. But let’s not assume 
Overlander will go for it. In the end, they’ll want to 
choose.
P: That’s the trick, isn’t it? We make them think 
they’re choosing, but we’re in control.
D: Well, let’s tread lightly here. We don’t want to 
frighten them o� .

1.3.2
P = Prisha   M = Meghan   D = David
 P: So, Meghan, what are your thoughts on the 
kind of event you want for your team?
M: Well, the quad bike launch is the focus, 
obviously. But that won’t take all weekend. We’ll 
need something else to do.
P: Do you have anything in mind? Have you 
considered the kind of venue you’d like?
M: A top-class hotel. We want this to feel like a real 
treat.
P: But where will the quad biking take place?
M: I was thinking somewhere nearby. A large plot 
of land, so obviously we’d need transport …
D: What do you think about the Friday evening 
when everyone is arriving? 
M: We’d need a welcome reception. 
P: OK. Would your sta�  be interested in any other 
activities?
M: Maybe a … murder mystery night? With 
costumes. You could arrange that, right?
D: The quad bike demo is on Saturday afternoon. 
How would you feel about another event in the 
morning?
M: I think the team will just want to hang around 
the hotel beforehand. Maybe use the spa.
P: How about Sunday?
M: Sunday lunch, maybe? A private chef.
P: Great. 
M: Fantastic! I wasn’t really expecting you to agree 
to all of that! 

1.3.3
P = Prisha   M = Meghan   D = David
P: Quad biking is the focus. So what are your 
thoughts on continuing with the adventure theme?
M: Could work. Can you tell me a little more about it?
P: Have you considered a stately home? A grand 
countryside place? Lots of activities!
M: Is that possible?
D: There’s a lovely place called Hebden Hall. 
Enough outdoor space for quad biking and also an 
adventure area within the grounds. Would your 
sta�  be interested in spending Saturday morning 
zip lining through the treetops?
M: They’d love that, I’m sure. 
P: Great! And how would you feel about us 
bringing in our own caterers for the weekend? 
Hebden Hall serves food … but it would be better if 
we could provide a wider variety and better quality, 
wouldn’t it?
M: Probably, yes. That way we can tailor food 
towards the sta� .
D: No problem. Vegan, vegetarian, gluten-free, 
we’ve got you covered. And after the meal … what 
about a chill-out area? 
M: I love that idea! Everyone can really wind down 
after a busy day. And will we be having a large 
Sunday lunch the next day?
P: What do you think about a large bu� et, 
instead? A bit more informal. Maybe outside, if the 
weather’s nice.
M: Perfect! I love the idea of something more informal.

1.3.4
The kind of questions we ask and the approach we 
take when asking a prospective client what their 
needs are, in� uence how much control we have 
over the meeting or conversation.
In Option A, Prisha and David use open questions 
to encourage Meghan to express herself regarding 
what she wants for Overlander’s upcoming event. 
Meghan responds freely, without taking into 
consideration the costs or logistics. After all, that’s 
not her responsibility. Despite feeling uneasy about 
her requests – this is evident from their anxious 
faces and their exchanged glances – Prisha and 
David don’t modify their approach, but instead 
choose to hear Meghan out. They don’t at any time 
during the meeting take control of the situation, so 
they end up agreeing to everything that Meghan 
asked for.
In Option B, Prisha and David ask Meghan leading 
questions, which suggest possible ideas for the 
event. They demonstrate far more control of the 
meeting, and the potential outcomes, steering 
the client towards their proposed ideas, which 
they know will provide them with a much-needed 
pro� t. And Meghan never feels that she has had 
anything imposed on her, and is happy with the 
ideas they put forward.

2.1.1
S = Steve   J = James   E = Elisa   Se = Sebastian   
St = Stewart   A = Aaron
S: For a long time, the accepted wisdom has been 
that the CEO controlled everything in the company. 
The organisations serve them, not the other way 
round. 
 Today, that’s all changed. Good bosses are 
learning to support those around them, so what’s 
the best way for modern CEOs to become great 
mentors?
 More and more businesses are recognising that 
the CEO’s role has to evolve from being a dictator 
to being a mentor. And experts say that’s because 
it’s the best way to get results.
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3.3.1
P = Prisha   S = Sonia
P: Thanks for taking on the Claremont pitch. Sorry 
it was at such short notice, but I’m snowed under 
with Overlander.
S: It’s no problem. Besides, I think we’ve put 
together a great event for their new perfume 
launch.
P: Mmm. Gold. ‘The most beautiful fragrance ever 
created.’ 
S: Again. … I thought the last one was …
P: Now, don’t be cynical about perfume Sonia. 
We’re talking about a $40 billion industry. Give 
them images of a lavish and glamorous evening. 
But don’t forget, these are serious businesspeople. 
The Finance Manager will be there so your 
numbers need to add up. Got it?
S: Got it!

3.3.2
S = Sonia   A = Anne   Pi = Pierre
S: I would like to take this opportunity to talk 
to you about the launch of Gold. My objective 
today is to propose a launch event at the historic 
Ambassador Hotel. As you can see, with its art 
deco architecture and interior, it really matches the 
aesthetics of the bottle. 
A: That’s a great choice.
S: As you’re all aware, the ideal perfume launch 
must be dramatic and newsworthy. And by keeping 
the press out, we add a feeling of exclusivity. 
People will be asking ‘What’s going on in there?’ 
But only the select few will know. With more than 
one hundred circus performers …
Pi: Woah, this is beginning to sound very 
expensive. 
S: It’s all in the budget. Here we go. I would like to 
give you a brief breakdown. Apart from food and 
drink – all at a very high standard – there will be, 
as I said, more than one hundred circus performers. 
Acrobats, jugglers, � re acts and trapeze artists. And 
turning our attention to the décor, we have struck 
a deal with an exclusive designer � orist for a sixty 
percent discount in return for the publicity they 
will get …

3.3.3
S = Sonia   A = Anne   Pi = Pierre
S: Just picture it. There you are, having the launch 
at the beautiful art deco Ambassador Hotel, which 
perfectly matches the design of the beautiful Gold 
bottle! The paparazzi are there. Celebrities mingle. 
It’s the event of the year. 
 The interior is decorated in a sumptuous 
manner. Performers provide extraordinary 
entertainment. Your guests will be able to feel the 
anticipation as they walk the red carpet on their 
way to the Ambassador’s historic ballroom. And 
no press will be allowed into the event. Only your 
private photographers. This is exclusive, after all.
A: Full control of coverage. Perfect.
S: Then … try and visualise the looks on your 
guests’ faces as they enter the ballroom and 
see more than one hundred circus performers 
all dressed in gold. Fire acts! Acrobats! Jugglers! 
Trapeze artists! All surrounded by enormous 
golden urns with thousands of � owers cascading 
from them. Imagine how everyone will react to this 
incredible sight. 
A: It sounds like it will leave an impression …
S: Absolutely. A feast for the senses. Can you think 
of anything more magical? 
Pi: This sounds way too expensive … 

3.3.4
When deciding how to make a presentation, we 
need to take into account the subject matter of the 
talk as well as the audience that we are speaking 
to. This helps us to determine which style will be 
most appropriate for the presentation.  
In Option A, Sonia just gives the facts and � gures 
of the event, focusing on the budget and the 
deals that have been struck up with the vendors. 
The advantage of this approach is that it provides 
the information that is important to the Finance 
Manager of Claremont. And it shows that 
Happenings is on top of the business side of things. 
The disadvantage, however, is that it doesn’t make 
for a very exciting presentation.
In Option B, Sonia is more dramatic in her 
approach. She appeals to the senses, and asks her 
audience to visualise what the event will be like. 
The advantage of this approach is it makes for a 
more exciting and emotive presentation that is 
more likely to draw the client in. The disadvantage 
is that it doesn’t provide the facts and � gures 
that are still the most fundamental aspect of any 
business.

4.1.1
N = Narrator   A = Andrea Illy   S = Stephen 
Rapaport
N: Co� ee is the world’s most popular beverage. 
Millions of cups are consumed daily and there is 
growing demand in new global markets such as 
Asia. One would usually increase supply to meet 
demand. However, increasing co� ee production is 
harder than it seems due to climate change, which 
is damaging harvests. One company has a solution. 
Illyca� è is an Italian co� ee company whose 
innovative work with co� ee producers is focused 
on managing the impact of climate change, so 
production can continue. Chairman Andrea Illy 
explains what challenges they’re facing.
A: The production is very frequently cut o�  by 
the climate change. And particularly the water 
security is jeopardising the co� ee agriculture. In 
some regions there are too many droughts. In 
some other regions there is too much water, which 
is causing some proliferation of diseases. And this is 
a problem which we cannot predict. It’s becoming 
less and less predictable.
N: The impact of climate change is clear on this 
plantation in Vietnam: co� ee beans that should
be pale green are dark brown instead. The El Niño 
weather system caused a drought and then a 
� ood. The resulting beans were smaller than usual 
because of the drought, and they couldn’t be dried 
naturally in sunlight and open air because the 
� ood had made the atmosphere too humid. This 
meant that the beans had to be dried arti� cially 
using heaters, a� ecting their quality.
 In order to deal with these challenges, growers 
are now breeding stronger plants and introducing 
new irrigation systems that allow them to regulate 
water, even in cases of extreme weather.
 Stephen Rapaport, founder of the ethical 
company Pact Co� ee, has worked closely with 
growers and knows they depend on a stable 
environment.
S: To grow e� ectively the best co� ees on 
the planet need to be kept in a very speci� c 
temperature band. So, obviously, if the 
temperature changes, that’s bad.
N: One of Pact’s growers has had to take regular 
action to maintain the right temperature.
S: One in particular in Colombia, his family have 
been growing co� ee for four generations and they’ve 
had to repeatedly move their whole farm to a higher 

altitude to stay within this really speci� c temperature 
range that … that great co� ee grows at.
N: And co� ee plants don’t just need steady 
temperatures; they need wet and dry seasons in 
order to develop well.
 Illy knows that climate change poses a serious 
threat, but he is using his expertise to plan a 
big-picture solution that could ensure the 
industry’s future. He plans to increase production 
more than necessary, to deal with the challenge 
of potential crop failures.
A: We will need twice as much co� ee … from here 
to 2050. And the expectation is that half of the 
suitable land will be available from here to there 
so that means that we … we don’t know exactly 
the algebra now – but we might need to quadruple 
productivity in order to satisfy the demand, which 
is quite a challenge.
N: Quadrupling productivity is an ambitious goal, 
and a stronger, more knowledgeable supply chain 
is a key part of the solution. Co� ee growers are 
already undergoing training on how to manage 
the e� ects of climate change on their farms. These 
programmes are funded by companies like Illyca� è 
and o� er bene� ts to both sides: growers can 
protect their livelihood and co� ee companies can 
protect their supply.
 Approaches like this show that while climate 
change cannot be stopped, with e� ective 
planning and collaboration, there are ways to � nd 
sustainable solutions and embrace the challenge.

4.3.1
D = David   P = Prisha
D: How are you?
P: OK, I suppose. 
D: Are you worried about something?
P: Meghan at Overlander just emailed. They 
have a new ‘green’ policy we have to comply with. 
They also want us to have some international 
environmental certi� cation – ISO one four, 
something like that. Our subcontractors too. She 
sent a PDF if you want to read it. Fifty-three pages 
of guidelines.
D: I guess we’ll save some trees by not printing 
it. OK, look. They can’t just spring this on us. This 
wasn’t discussed as part of the bid. We’ll just have 
to say a very � rm ‘no’. 
P: To be fair, it’s not really Meghan’s fault. These 
are ‘orders from on high’. We can’t just say ‘no’, 
David. We need their business.
D: So what do we say?
P: I think we should try to explain …

4.3.2
M = Meghan   P = Prisha   D = David   R = Richard
M: Ah, yes. Our green policy. Our supply chain 
needs to be in sync with our new environmental 
initiatives. All our suppliers need the ISO 14001.
P: Meghan, there’s no way we’ll be able to get 
the certi� cation in time – no matter how much 
we’d like to. For one thing, we’d have to carry out a 
series of audits.
M: It’s just that … this is important. How long 
would it take you?
P: Four months minimum. Maybe even six. 
D: For this precise reason, we can’t get our 
subcontractors to do it in time either. Besides that, 
there are major costs involved. 
M: I can see that this puts you in a di�  cult position. 
P: We totally understand you didn’t know this 
when we won the bid. I hope you can see things 
from our perspective. We’d obviously like to 
cooperate, but … how can it be done within the 
timeframe and without incurring extra costs? 

J: Science has shown that uh, you can get great 
results in the short term from ruthlessness, but 
long-term results, which may not be the type that 
suddenly go up but are progressively going up, 
over and over again, relate to how compassionate, 
how thoughtful, how kind, how nurturing an 
organisation is.
S: The need for bosses to act more like coaches or 
mentors is driven by the war to win the best talent.
E: It’s really important for all leaders and peers 
to give back to each other ‘cause it creates that 
sense of community. You know, I call it everyday 
mentoring. You have to get into an everyday 
motion to do something that takes action that 
creates an opportunity for someone.
 Those small things that you do every day 
to help open doors for people or create new 
opportunities or introduce them to uh a new 
resource in the company, that really helps people 
do the best work that they can.
S: Being a good mentor is not just about passing 
on advice, it’s also about providing opportunities 
to learn.
Se: It’s also very clear when you think about uh 
teams, you want to start creating the feedback 
loops between individuals of the team creating the 
trust, and then maybe you need to step back and 
let them solve this exercise totally themselves and 
not get involved at all. And they might actually be 
very frustrated with you and say, ‘Hey, why are you 
not providing more leadership, why are you not 
providing more clarity here?’ And you’re like, ‘Yeah, 
but this is, you know, actually part of you, you 
know, learning.’
S: Successful mentoring depends on an honest 
and open relationship between those involved.
St: There is no room for mistrust, there is no room 
for, kind of, hedging or passive aggression or 
anything like that, um because if you can be really 
candid with people, uh in, and in a way that they 
understand that you’re acting in their best interests 
and they’re predisposed to react in, in your best 
interest and you can move really quick, you know, 
you can really capture the best of, of each person.
 So I think there’s a lot of mentorship that 
happens on the � y in that way that’s not 
necessarily the more senior person in the 
organisation mentoring the more junior person, 
um but it, it’s going in all directions. You know, I 
have learnt a tremendous amount from the people 
who nominally report to me.
S: Being a mentor is not just a one-way street and 
CEOs can learn as much, if not more, from those 
they are coaching, as well as from their peers.
A: You always wanna, kind of, give back and, kind 
of, pass down the, the bene� ts that you had and 
then uh, and then sel� shly you also learn a lot 
because you’re talking to new start-ups that have 
new ideas that are, that are pushing boundaries in, 
in ways that you hadn’t thought about.

The worst thing you can do is get isolated um 
in, in your own business, your own industry, uh 
with your own, sort of, pace of, of development, 
and change, and thinking um and so in, when I 
work with, you know, younger early-stage start-
ups it, it causes me to think completely di� erently.
S: When you’re used to calling the shots, letting 
go and learning to support others does not always 
come easily.
 The best CEOs know it’s not all about them; the 
most important part of their job is to help those 
around them to be at their best. If they win, the 
company wins too.

2.3.1
S = Sonia   D = David   P = Prisha
 S: What’s wrong? Overlander?
D: We didn’t take the lead in the meeting and now 
they have unrealistic expectations.
P: It can’t be done within the allocated budget. 
Let alone leave us a margin. 
S: So … what now?
D: Another meeting. Renegotiations. The question 
is … how?
P: I say we come clean. We messed up and now we 
need to rethink things.
D: No, no, no. We’ll look like amateurs. We tell them 
we’ve thought about it … and that they could really 
bene� t from a more streamlined event. Somehow …   

2.3.2
P = Prisha   M = Meghan   D = David   R = Richard
P: I’ll be upfront here. To be perfectly frank, at the 
meeting we had with you Meghan, we … agreed to 
more than we can provide.
M: Why did you do that?
D: In all honesty, Meghan, we got carried away. 
We were eager to please you. Maybe too eager.
P: We like to be fully transparent … especially 
when we make mistakes. So we would rather 
discuss these matters face to face.
R: Well, I appreciate your honesty. But this has 
hardly � lled us with con� dence.
D: I get that. And if the truth be told, I can’t blame 
you. That’s why we wanted to discuss this in 
person. 
M: Fine. Here we are. So, what’s the plan?
P: Well, there’s a stunning stately home called 
Hebden Hall that’s surrounded by …

2.3.3
P = Prisha   M = Meghan   D = David   R = Richard
P: I’ll be upfront here. After careful consideration, 
we feel that the event we agreed on could be 
improved.
M: So you don’t like my ideas?
P: Your ideas were great. We just think that … 
drawing on our team’s experience … perhaps an 
alternative would work better.
D: Keeping your best interests in mind, we’ve 
devised a far more streamlined, improved 
experience. 
R: More streamlined? Why does that sound like 
‘cheaper’ to me?
P: I assure you, there will be no drop in standards. 
Putting you � rst, and having had a chance to 
look more carefully at the logistics of the original 
agreement, we think our new idea will make life 
easier for everyone. 
M: Alright. What do you have in mind?
P: Well, there’s a stunning stately home called 
Hebden Hall that’s surrounded by …

2.3.4
Admitting mistakes to a prospective client can 
be di�  cult. It’s important to maintain an honest 
relationship, in which a feeling of trust can be 
developed. But at the same time, it’s vital that 
you and your company don’t come across as 
unprofessional.
In Option A, Prisha and David choose to be honest 
in their approach by insisting on being transparent. 
And they explain that they won’t be able to deliver 
what had been agreed on. The advantage of this 
approach is that the business relationship between 
the two companies is not harmed. However, 
Meghan and Richard are not happy about it, and 
are left wondering whether Prisha and David know 
what they’re doing.

In Option B, David and Prisha explain that, on 
further analysis, they realise, as professionals in 
the � eld, that the event can be improved on. The 
advantage of this approach is that they come 
across as professionals, and they also protect 
the image of the company. However, they risk 
o� ending Meghan, by rejecting her ideas, and they 
also raise the suspicions of Richard, who’s now 
wondering whether they have a hidden agenda.

3.1.1
P = Presenter   J = Joseph Arinaitwe   S = Stephen 
Waiswa   I = Isaac Mwende   L = Leonard Massa
P: In developing countries, rural populations 
have limited access to banks. In some sub-Saharan 
African countries, like Uganda, less than a quarter 
of the population have a bank account. One of the 
reasons for this is that there are very few branches.
J: The average Ugandan, the average East African 
has no time to come to the bank. Some of the 
banks are ... are situated very far from … from 
where the people are, where they live and where 
they do their businesses.
P: And in countries like Uganda, one of the 
key issues is that bank accounts are simply too 
expensive for many.
J: Secondly, the cost of opening a bank account 
in this part of the world is still very prohibitive. 
Thirdly, the cost of maintaining a bank account is 
very high.
P: However, there are other ways of accessing the 
services banks can provide. In 2018, seventy percent 
of the Ugandan population had a mobile phone.
 This is why the mobile money service M-Sente 
has become popular and has signi� cantly improved 
many aspects of people’s lives.
S: Mobile money is typically a money transfer 
service. It is, in the ordinary language, sending of 
money from one person to another. 
P: Sending money through a mobile phone is 
safe and easy. An agent, usually a shopkeeper, 
can accept your deposit and top up your balance, 
which is saved to the SIM card in your phone.
I: Most of people use mobile money ’cause it’s 
very easy. There is no need of carrying money, 
taking to bank way away, carrying money, paying 
somebody.
P: Once a customer has made a deposit, money 
can then be transferred to another account 
through a text message for a small fee. This system 
doesn’t require an internet connection so people 
can use even a very basic phone. It can be used to 
pay for anything from food to gas and electricity.
 They are in control of their money and expenses 
without having to open a bank account.
L: People are going in for the service of M-Sente 
because of the various services o� ered like paying 
for utility bills.
P: Customers can also use the system to send 
money to friends and relatives and can even have 
their salary paid directly into their M-Sente account.
 The success of M-Sente’s mobile money services 
in Uganda has encouraged companies in other 
African countries and in other continents to set up 
similar models. 
 It is spreading quickly through Asia, where rural 
communities also face challenges with traditional 
banking.
 Wherever they are used, mobile money services 
provide � nancial freedom for people in developing 
countries and bene� t the economy from the 
bottom up. The simpler it is to make transactions, 
the easier it is for poorer or rural communities 
to do business, and more business means more 
economic growth.
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5.3.3
P = Prisha   O = Otto
P: So, in general, how would you describe your 
on-the-job performance over the last six months?
O: A good job on the whole. I manage to keep 
calm in a crisis. I always � nd solutions to problems. 
P: De� nitely. You’re consistently imaginative when 
handling di�  culties that pop up. Like they have a 
habit of doing now and then. And what has been 
the most rewarding aspect of the work?
O: Dealing with di� erent kinds of people, without 
a doubt. 
P: Yes, you’re certainly a ‘people person’. Clients and 
suppliers love you. You have a natural rapport. And 
what about challenges? Anything you � nd tough?
O: I’d say multi-tasking. Sometimes it’s really hard 
for me to prioritise.
P: Is there anything in particular that you’re not 
prioritising that you feel you should be?
O: Erm … 
P: How about communication? Dealing with the 
team in the o�  ce? How do you think you could you 
possibly make the work� ow a little easier with the 
invoices? I’d like to hear your thoughts on that.
O: Ah! Invoices! Yes, I’m sorry, I know. I can forget all 
about them sometimes. Especially when I’m busy. 
P: So, what do you think you could do to improve 
on that in the coming year? 
O: Well … I’d really like your help with that, Prisha. 
It’s probably my weakest point.
P: Alright, let’s make a concrete, measurable plan 
for improvement before your next review. You 
could also chat to accounts to see how you can 
handle invoices better.
O: Will do. Thanks! 
P: No problem. Keep up the good work. So …

5.3.4
The approach the manager takes when dealing 
with their team has a direct e� ect on their working 
relationship. A good manager should always be 
working towards getting the most out of team 
members. 
In Option A, we see Prisha use a more directive 
approach in her feedback at Otto’s performance 
review. This approach can be more e�  cient, and 
avoid any confusion. It makes things clear, it’s 
honest and fast, and some people actually prefer to 
receive feedback in this way. This approach may also 
be best in certain situations, such as when talking 
to a young, inexperienced employee, or when an 
issue needs to be dealt with as quickly as possible. 
However, it can be a missed opportunity for the 
person on the receiving end of the feedback to air 
their views and express their feelings. In some cases, 
it can even come across as rude and authoritarian.
In Option B, Prisha uses a more interactive 
approach, and asks Otto open questions to explore 
his perceptions of his job performance. This can 
take longer to be e� ective, but is more inclusive, 
and the person receiving feedback feels that their 
opinion is welcome and valid, and they may well 
provide new insights. However, it can be time-
consuming, and if not handled well, it might not 
always be clear that certain behaviours need 
improve. 

6.1.1
P = Presenter   W = Wan Geng Tan   R = Robert 
Isom
P: There are over 5,000 airlines around the 
world – all of them in the business of providing 
air transport services for passengers and goods. 
This, of course, makes them natural competitors. 
However, airlines frequently choose to work 
together by forging strategic alliances. A strategic 

alliance is an agreement between two or more 
companies who agree to share their knowledge 
and resources to pursue common business 
objectives. In this type of arrangement, companies 
bene� t from each other’s strengths and expertise, 
while remaining completely independent.
 Take China Southern for example. A relatively 
young airline, China Southern was formed in 1988 
and is now one of the largest airlines in the world. 
In recent years, their interest in expanding their 
business in the US has grown signi� cantly. As the 
CEO of China Southern explains, this has led them 
to form a strategic alliance with American Airlines.
W: I do think we have lot of er … potential to 
cooperate. The market between China and the 
United States, the market is the biggest one so we 
need a strong support, and that’s the reason why 
we set the corporation relationship or strategy 
relationship with AA.
P: American Airlines is the market leader in the 
US. Their interest in expanding into China has also 
increased.
R: China Southern er … gives us a great 
opportunity to cooperate and build a foundation 
for a much broader network. American Airlines is 
the world’s largest airline. China Southern is the 
largest airline in China. It is an ideal partner for us.
P: A strategic partnership between these two 
large airlines with strong presence in di� erent 
parts of the world, has various advantages. It gives 
both companies greater access to each other’s 
markets for business and leisure travel, thus 
gaining an advantage on competitors.
 The � rst step of the agreement between 
American Airlines and China Southern allowed the 
American company to expand their reach in China. 
A codeshare agreement enabled them to add new 
destinations across China to their o� er, including 
Guangzhou, Xi’an and Hangzhou. These domestic 
� ights are operated by China Southern. This allows 
American Airlines to o� er its customers new 
destinations without having to invest huge sums of 
money. At the same time, it increases the number 
of passengers on domestic China Southern � ights.
 The next step of the agreement allowed China 
Southern to o� er their own passengers new 
destinations in the US. They now have access to 
several American Airlines � ights connecting Los 
Angeles and San Francisco to some of the country’s 
other main cities. And according to Tan, the 
number of � ights and routes on o� er will continue 
to grow.
W: It’s just the beginning. I think in the future 
China Southern will � y more � ights to the United 
States and AA will � y more too, to China.
P: The bene� ts signi� cantly outweigh the costs in 
a strategic alliance like this one, where with little 
investment, both companies are able to gain new 
customers and reach new destinations.

6.3.1
P = Prisha
P: So my old employer, ZX Corporate 
Entertainment, has just teamed up with a big 
European events company. They’re expanding. As if 
we needed the competition right now. And if that 
wasn’t enough, my old boss wants a meeting with 
David and I. Normally, I’d think ‘great, a possible 
partnership’. But things didn’t end too well when I 
left ZX. I took a few clients with me. There was bad 
blood, a lot of bitterness. I don’t know if meeting 
them again is a good idea, but I suspect that David 
will disagree. I need to be careful in how I approach 
this.
 I guess I’d better see what David thinks. He’s 
waiting in my o�  ce now. This could be awkward.

6.3.2
D = David   P = Prisha
D: Working with ZX could open a lot of doors for 
us. You have to understand that.
P: Look, I’ll get straight to the point. I think it would 
be a really bad move for us. I didn’t exactly leave 
that place on good terms. In fact, I’d say I burnt my 
bridges. So, I can’t see us working together now.
D: You won’t even consider it? Hear me out. They 
suggested teaming up, right? So maybe things 
aren’t as bad between you as you think. What if we 
were to just meet them? See how it goes?
P: I still don’t think it’s a good idea. The potential 
problem I see is they’ll try to take us over. 
D: What’s so bad about that? They’re a big name. 
One of the biggest.
P: Yes – but we’ve worked hard to build up this 
business. Our business. We wanted to be our own 
bosses. Remember?
D: We did. That’s true. But what most concerns me 
is our cash � ow right now. No point being our own 
bosses if we don’t have a company left.
P: Come on, David. We’ve been through worse. 
We’ll get through it.
D: Will we? I honestly don’t know. Look, all 
I’m trying to say is that we need to take this 
opportunity seriously. I’m not saying we rush into 
business with ZX, but would you be prepared to 
hear them out at least? That’s all. What’s to lose?
P: Alright. Look. I’ll agree to set up a meeting with 
ZX, if that’s what you want. But I’m only agreeing 
to a meeting. I’m not committing to anything else. 
And I still think this is a bad idea …

6.3.3
P = Prisha   D = David
P: So let’s get right to it then. I’d like to raise the 
issue of that call from my old boss at ZX. I think 
you and I might think di� erently about this … but I 
really don’t want to fall out with you.
D: Me neither. What’s on your mind?
P: I think it would be a bad move. We’ve worked hard 
to build up our own business. Why risk everything?
D: Would we be risking everything? What’s your 
main concern?
P: Honestly? They’re big, we’re small. Do you think 
they’ll want to work on equal terms? No. They’ll 
want to take us over in the end. We’ve both seen it 
happen before. 
D: Look. Prisha. I like being our own bosses. I like 
that we run the show. But just look at our cash � ow 
right now. We’re running on fumes. Soon we won’t 
be running at all.
P: I know, I know. OK. Desperate times, desperate 
measures. Let’s hear what they have to say. 
D: So, we’re agreed on that? 
P: In theory. I’ll set up a meeting. But I’m not 
saying I de� nitely want to work with them.
D: How would you feel about collaborating on one 
project? We could see how things go … ? 
P: It really depends on what they have to say. But 
… yes. Alright.
D: Great! I’m glad we’ve reached a compromise. 
We’ve nothing to lose by trying this out.
P: I know. I just wonder what we have to gain. 
Anyway … let’s not bet everything on this. Let’s 
� gure out other ways to drum up some new 
business. How about we take another look at our 
marketing strategy?

6.3.4
When we think about ways to handle con� ict, 
there are three basic modes: � ght, � ight and 
collaborate. The approach we adopt can depend 
on many factors. However, we all have a preferred 
approach to con� ict. 

R: Yes, well it’s in all our interests to � nd a 
satisfactory solution. So, if you were to just start 
the process now, would that work for you?
P: I suppose that’s doable, provided we don’t have 
to incur extra costs. 
D: OK then, we’ll look into that. By the way, some 
good news is that the hotel already has the ISO 
14001 and the ISO energy e�  ciency certi� cate for 
accommodation. So that’s something, at least.
M: OK, let’s put our heads together and see if 
we can � nd some other ways to make the event 
‘greener’.
D: Would you be willing to provide more funding 
for that if necessary?
M: Probably not. The budget is pretty much spent. 
P: Well, in that case, you leave us with no room for 
manoeuvre.

4.3.3
M = Meghan   P = Prisha   D = David   R = Richard
M: Ah, yes. Our green policy. Our supply chain 
needs to be in sync with our new environmental 
initiatives. All our suppliers need the ISO 14001.
P: We appreciate that your green policy is 
important. We obviously want to cooperate as 
much as we can, but the whole certi� cation 
process takes at least four to six months. To put it 
simply, there just isn’t time to do all the required 
audits beforehand. But let me tell you what we 
can do. We may not be able to get certi� cation 
before this particular event … but there’s no reason 
why we can’t take other measures to make things 
greener.
M: That sounds fair. After all, we all want to avoid a 
situation where the event gets cancelled.
R: What if the outdoor caterers were to use some 
eco-friendly tableware? Some biodegradable stu� ? 
And recycling bins for waste food, tins, bottles?
D: Well … that could still increase the costs quite 
a bit.
P: Would you be willing to take on the additional 
costs if we were able to make these changes?
M: I think we can contribute something. 
D: It’s just we really don’t want to lose money on 
this contract. That’s not in our best interests or 
yours.
R: Sure …
P: OK. I can’t guarantee anything but let me 
speak to the caterers. I’ll see what they say. In the 
meantime, why don’t we throw a few other low-
cost ideas around?
R: OK. Have you considered looking into other 
ways of providing …

4.3.4
In business, being able to say ‘no’ in a polite, � rm 
and friendly way is an essential skill. It’s possible 
to do this in a positive way that builds trust and 
preserves relationships. And giving good, clear 
reasons for saying ‘no’ is a fundamental part of this.
In Option A, we see how Prisha and David do this. 
Their � rm approach ensures Happenings won’t 
have any extra expenses on this project. However, 
there may be a risk that they won’t get another 
project from this client if they’re perceived as 
in� exible. As well as giving good reasons for saying 
‘no’, it’s important to consider what you can say 
‘yes’ to. 
In Option B, Prisha and David open up a 
collaborative approach by o� ering to start the 
process of certi� cation. It’s also useful to explore 
options and reach a compromise where possible, 
especially if resources or extra time can be found. 
This helps to preserve the relationship, and in the 
case of Happenings, there may be more likelihood 

of future projects from Overlander. However, the 
risk is Happenings loses its pro� t margin on this 
particular project.
In the end, there will always be situations where 
giving a � rm, polite ‘no’ and standing your ground 
is the most appropriate response. 

5.1.1
P = Presenter   A = Anna Puchas   
L = Lucie Alexander-Orr   R = Ryoma Dodo
P: Many people employed by major companies 
have opportunities to interact with colleagues and 
customers from abroad. It may be during phone 
conversations or video conferences or on short 
business trips to other countries. But some global 
corporations also o� er the exciting possibility of 
working on secondment in one of their o�  ces 
abroad. KPMG is one of these companies. It 
provides tax and auditing services and has around 
200,000 employees worldwide.
 Anna Purchas is Head of People at KPMG in 
London.
A: We proactively encourage our people to go 
abroad because it’s such a great developmental 
opportunity for them and we know they get great 
skills that they can bring back to our � rm for the 
bene� t of the � rm and our clients.
 Once somebody has identi� ed that the global 
secondment option is the right one for them 
then they get a lot of support from our global 
secondment team who start talking to them about 
the country they’re looking at, all the support we 
can give them in planning their move there.
P: Lucie Alexander-Orr and her boyfriend, both 
from KPMG’s London o�  ce, spent two years on 
secondment in Sydney, Australia.
L: KPMG London’s global mobility team support 
any secondees with lots of the administrative 
erm work, so sorting out our visas, sorting out 
somewhere to live when you’re in Sydney, erm 
helping you arrange � ights, erm helping brief you 
on the erm the culture in the place where you’re 
going to go so there’s lots of support available.
P: Ryoma Dodo is currently on secondment in 
London from KPMG in Tokyo. He chose London for 
several reasons.
R: I wanted to work in an English-speaking 
country so I thought the US or the UK is my best 
choice, so and er, comparing US and UK – I love 
football so I chose the UK.
P: KPMG helped Ryoma with the visa application 
process and o� ered other support.
R: KPMG o� ered me language classes for 100–150 
hours. KPMG UK supported me er to looking for 
accommodation.
P: Once they arrived in Sydney, what support did 
Lucie and her boyfriend receive?
L: As soon as we landed in Sydney we had 
someone there to greet us, to take us to some 
accommodation that had already been organised. 
I had a buddy who was assigned to me to help me 
settle in.
P: And there was yet more help from KPMG.
L: Opening a bank account, setting up a house, 
how you pay your deposit, how you pay your rent. 
It was a great experience. Australian life is great, 
very easy place to live and to settle in.
P: What support did Ryoma receive when he 
arrived in London? How did they help him with 
accommodation?
R: Global mobility team in KPMG UK introduced 
me to a property agent who showed me seven or 
eight � ats. And also mobility team showed me how 
to claim the expense of the relocation. I’m planning 
to stay for two or three years in the UK.

P: For companies like KPMG, secondments are a 
valuable o� er to sta� .
A: O� ering secondments is an important way 
of retaining some of our very talented sta� . It’s a 
reason people choose to join a � rm like KPMG, an 
international network.
 I went on secondment myself to Denmark as 
a partner and working with Danish colleagues 
as opposed to British colleagues – a fantastic 
experience and I learnt so much from it myself.
P: What do Lucie and Ryoma think they will gain 
from their secondments abroad?
R: To work in a di� erent business culture is very 
important to lead a global team for the audit so I 
think this experience in London is very helpful for 
me.
L: From a personal perspective I think it’s 
de� nitely opened my eyes as to other places in the 
world that you can travel to and live in.
 Erm, from a work perspective it just gives you 
a much broader perspective of di� erent issues, 
di� erent challenges that di� erent areas of the 
world have. I think longer term that breadth of 
experience will de� nitely be bene� cial for my 
career.

5.3.1
P = Prisha   O = Otto
P: Nice work on Saturday.
O: Thanks!
P: How are you settling in anyway? Feeling at 
home in the UK yet?
O: Oh yes. It rains just as much here as it does in 
Germany. 
P: Oh, we get one or two days of sunshine a year. 
Watch out for them. Anyway, I really need to set a 
time for your six-month performance review. Next 
week? 
O: That’s � ne.
P: Good. I’m fairly new to the whole ‘performance 
review’ thing. I guess I should just tell Otto what he’s 
doing well and what he needs to improve on. Get 
straight to the point. How hard can it be? Or maybe 
I’ll let him do the talking. Let him open up a bit.
O: I think it’ll be a good opportunity for me to 
talk about how I feel about the job. I’m con� dent 
that Prisha’s feedback will be good. Reasonably 
con� dent …

5.3.2
P = Prisha   O = Otto
P: You’ve certainly achieved a lot as Logistics 
Manager. You’ve excelled at making sure 
everything runs smoothly. And you’ve provided 
strong evidence of problem-solving skills. You’re 
consistently imaginative when dealing with last-
minute hiccups. And the clients and suppliers love 
you. You have a natural rapport.
O: Thank you! This is all great to hear.
P: On the other hand, your administration skills 
aren’t the best. You tend to lack organisation 
there. And I know that creates problems. There’s 
de� nitely some room for improvement in this area.
O: Mm, could you give me a speci� c example?
P: Well … general paperwork stu� . Sometimes you 
don’t pass on the invoices when they are needed. 
O: Yes. That can happen, I know. Especially when 
I’m having a busy day.
P: I understand that. But we all need to follow 
admin procedures. Don’t forget the needs of your 
colleagues. Teamwork is really important.
O: Of course. I’ll keep an eye on that.
P: Now, there were a few other things I wanted to 
mention.
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In Option A, we see that Prisha is very assertive and 
direct with David. She wants to win the argument. 
And we see how the tension rises as David o� ers 
counter-arguments. In the end, Prisha reluctantly 
agrees to accommodate him, and they get a result 
that they can both live with, for now at least. This 
direct style is honest and open, but the risk is it 
can harm the relationship with the other person, 
especially if someone is competitive and always 
wants to win.
In Option B, Prisha tries to use a more collaborative 
approach. She still has reservations, but tries to 
be less direct in her communication style, and is 
more willing to develop solutions with David. This 
approach prioritises the relationship over personal 
interests. It helps to explore options, and can 
generate more solutions. However, it can be slow, 
and the compromise reached might leave both 
people dissatis� ed with the outcome.
In the end, these di� erent approaches to con� ict 
are neither inherently right nor wrong. One or 
more approach can be appropriate and e� ective in 
any given situation. 

7.1.1
P = Presenter   E = Enrique Martinez Romero   
A = Alan Burden   Ah = Ahmad Rahimian
P: In September 2017, an earthquake measuring 
7.1 on the Richter scale hit Mexico, near Mexico 
City. Forty-four buildings in the capital collapsed. 
Hundreds of others were very badly damaged 
and many had to be demolished. Insured losses 
were expected to total $2 billion. Incredibly, one 
225-metre-tall, 55-storey building stayed standing. 
How? It was designed to.
 Torre Mayor, built in the heart of an earthquake 
region, is one of the tallest buildings in Mexico City. 
Engineer Enrique Martinez Romero explains what 
is unusual about earthquakes in the region.
E: In Mexico City we have very long-duration 
earthquakes, with long, long shocks.
P: As buildings in Mexico City are at risk of being 
exposed to longer earthquakes, they need to be 
more resilient than those in other vulnerable 
regions. Using computer models, engineers 
carried out a detailed risk analysis to assess the 
speci� c threats and hazards posed by earthquakes 
on the site chosen for Torre Mayor. They then 
began testing possible solutions to see how these 
potential risks could be minimised. So, what 
preventive measures were taken to ensure that 
Torre Mayor would stay standing in the event of a 
disaster?
 Structural engineer Alan Burden explains that a 
building is less dangerous if it is lighter.
A: Sometimes buildings which are very heavy and 
have a lot of walls, a lot of columns, a lot of thick 
slabs, are not very good in earthquakes. And in fact, 
it’s very, very important to keep the weight as light 
as you can when you’re in an earthquake region.
P: In comparisons with traditional brick, steel
o� ers twice the strength, for only a quarter of 
the weight. Steel was therefore chosen as Torre 
Mayor’s principal material, as a lighter building 
su� ers less damage in the event of a disaster.
 These x-shaped elements are called shock
absorbers. They form a protective, moving 
skeleton across the structure. Architect Ahmad 
Rahimian explains how they resist the force of an 
earthquake, keeping the building stable.
Ah: What you see in my hand is a smaller 
version of the shock absorber that is placed on 
the building. As you try to press the rod into the 
cylinder, you have resistance.

P: Torre Mayor was designed as an ‘intelligent 
building’. Its integrated smart systems 
automatically reduce risk to occupants in the 
building.
Ah: The building knows when there is an 
earthquake coming, how to deal with it in the most 
e�  cient way, and how to deal with the energies 
and the impulses that is coming through the 
building.
P: A key example are the detectors installed 
in each of the 29 passenger elevators. In the 
event of any unusual ground movement, the 
elevators automatically stop at the closest � oor so 
passengers can exit safely.
 City planners, governments and architects 
around the world can learn a great deal from Torre 
Mayor. Although technology can provide warnings 
about natural disasters, they often come too late 
for anyone to act e� ectively. The evidence is clear. 
Instead, the most e� ective methods of managing 
or minimising risk are those which focus on 
prevention, such as quakeproof architecture.
 Although it’s not possible to stop earthquakes 
from happening, the forward thinking shown by 
the engineers and architects of Torre Mayor prove 
that it is possible to mitigate the risk and prevent 
greater disasters from happening.

7.3.1
P = Prisha   Pi = Pierre   D = David
P: Hello Pierre, how are you?
Pi: I’m very well, thank you Prisha. I hope all is well 
with you. 
P: Yes, � ne. What can I do for you? 
Pi: Well, Prisha, very quickly, I’m calling to inform 
you that I’ve been speaking to a friend in Paris. 
P: Yes, and … ?
Pi: He works for a famous fashion house there and 
they are looking to put on an event here for London 
fashion week. It will be a rather grand a� air, as you 
can imagine, so I recommended Happenings. 
P: That’s very good of you, Pierre. 
Pi: Not at all. I thought I’d let you know to expect a 
phone call. He’ll get in touch in the next couple of 
days. I must go now. Speak soon. 
P: Bye Pierre and thank you very much!
D: Prisha.
P: David, we need to talk. We’re about to be 
o� ered an amazing event, but I’m not sure we can 
handle it. Pierre just called …

7.3.2
P = Prisha   D = David
P: This could be the opportunity we’ve been 
looking for to expand the business. There aren’t 
enough of us, but we could hire temporary sta�  as 
and when we need to. Having said that, people like 
that aren’t just sitting around waiting for a call. 
D: And we can’t a� ord to hire full-time sta� . I’m 
not sure we can take on another event at the 
moment. 
P: Look, we can stretch ourselves. We’ll take it as 
it comes; work extra hours. 
D: We’re already doing that. If we stretch 
ourselves too thinly, we’ll provide a poor service 
and damage our reputation. This could be a great 
opportunity and it’s impossible for us to foresee 
every problem that might occur, but this could 
break us if we’re not careful. 
P: I’m aware of that, David, but trying to imagine 
every possible problem, and then prepare for 
it would be incredibly time consuming and 
expensive. I think we take the project on and we 
can deal with issues as they arise along the way. 

D: But … there’s no knowing what might happen. 
These are unsure times in the business. There 
are all sorts of rumours about some of the major 
players being in trouble. 
P: None of the big boys are in trouble, David. I 
think you’re paying too much attention to all the 
scaremongering. What do you think? Shall we go 
for it? 
D: Look, we can’t plan for everything, no one 
ever can, but we do have more than enough 
troubleshooting experience to deal with issues as 
they come up. Let’s do it!

7.3.3
P = Prisha   D = David
P: If we’re going to consider taking on another 
client right now, we need to be prepared for all 
eventualities.
D: Agreed. If we’re prepared for anything, we’ll 
seem more professional. We can’t just go diving 
in, especially with a potential client this big. The 
main issue, however, is that we have neither the 
manpower nor the � nances with which to stretch 
ourselves to another event. 
P: I know, but this could be the opportunity we’ve 
been waiting for to expand our portfolio. We could 
consider taking on the project and then deal with 
any issues as they come up. 
D: And be completely unprepared? Then as 
problems arise, which they always do, we’re just 
doing damage limitation. What kind of a service 
will we end up providing, Prisha? No, we need to 
cover all bases before we even agree to consider 
this.
P: I agree that we should expect the unexpected 
and be prepared but, what if we did agree to the 
event and then took on any problems as and when, 
how bad could it get?
D: Well, the worst-case scenario is that we provide 
a terrible event, our reputation is ruined, the client 
doesn’t pay and we go bust! How bad do you want? 
P: That would be disastrous and the sad thing is, 
it’s not an exaggeration. Shame. This could have 
catapulted us in the events industry, but we’re 
not being overcautious by considering all the 
possibilities. Are we? 
D: No, we’re de� nitely not. I’m sure we’ll have 
another opportunity like this at a more appropriate 
time but, right now, it’s just not worth the risk. 
P: I guess so.

7.3.4
Attitudes to risk are very personal. We know that 
any successful venture includes an element of 
risk. But the amount of risk that seems acceptable 
varies from person to person. This variation can 
be the result of experiences that people have had, 
their age, or just their personality.
In Option A, Prisha and David take on a risk-
tolerant approach. David points out that stretching 
the team too thinly could damage the reputation 
of Happenings, or even break the company. Prisha 
points out they can’t foresee and prepare for every 
issue that might come up, and they can deal with 
problems as they arise, so they decide that taking 
the opportunity to expand the business is worth 
the risk.
In Option B, Prisha and David take the risk-sensitive 
approach. David emphasises the importance of 
being prepared in advance for all the problems 
they may encounter, and not just deal with issues 
as and when – the risk to the company’s reputation 
would be too great. In this instance, they both 
decide that it’s best to let this opportunity go. 

8.1.1
P = Presenter   O = Oliver Tezcan   A = Alex Outlaw
P: In the business world, decision-making plays 
a crucial part in a company’s performance. Bad 
decisions can lead to loss of revenue, sta�  lay-o� s 
and even closure. But good decisions made by 
gathering and analysing relevant information and 
exploring di� erent options before choosing a way 
forward, are what drive business success. 
 The Idle Man is a UK start-up based in East 
London. It launched in 2014 as an online store 
o� ering fashionable clothes and accessories to 
young men in their twenties. At a time when 
other retailers are closing stores in the face of 
online competition, The Idle Man came up with a 
disruptive idea – to open a bricks and mortar shop. 
How did they make their decision whether or not 
to go ahead? Oliver Tezcan is the CEO.
O: My attitude towards opening a bricks and 
mortar store was that it’s a way for a digital brand to 
really build a brand identity, erm and my gut feeling 
was that erm, if you can make a retail store pay for 
itself, then it’s e� ectively a free marketing channel.
P: Alex Outlaw is the Marketing Director and one 
of the small team involved in making the decision.
A: As a new company, we’re always looking at other 
successful companies and what they’ve done. Two in 
America stood out: Warby Parker and Bonobos.
P: These two companies, like The Idle Man, both 
started as online-only stores.
A: What they’ve done is create physical stores 
to allow their customers to come in and try these 
products on, and touch them and experience them.
O: We follow Warby Parker and Bonobos very 
closely, so we kind of knew there was a prize there 
erm if we could get it right.
P: So they started looking for possible locations. 
The � rst was in Peckham, South London.
O: The reason we didn’t end up going for the 
Peckham store in the end was that it just ended up 
being a little bit too expensive for us.
P: So the team looked at various areas before 
settling on Clerkenwell in East London.
O: The street it’s on is primarily a food market 
so at lunchtime hundreds of people come there 
to buy their lunch and we knew that by having a 
storefront there we would capture that market.
A: The area is quite interesting as it has a lot 
of media companies, start-ups, tech businesses 
and all these o�  ces have young guys in that are 
generally paid very well but ultimately don’t need 
to wear a suit for work, which is perfect for the 
customer that we’re trying to target. 
 What you need to do is go and ‘click the street’; 
that is, to count how many of your customers pass 
the store or area in a certain amount of time. And 
this is a simple job but you need to do it to make 
sure that it’s going to be an e� ective location.
P: Oliver drew up a simple business plan to 
present to the board.
O: We worked out what the costs were and then 
we worked out what the revenue needed to be 
to cover those costs. The information we needed 
to pull together was sta�  ng levels and the costs 
attached to that, rent and rates and insurance and 
other things like that. Erm, the set-up costs for the 
store, and then really just the ongoing costs. In 

terms of presenting the store concept to the board, 
we did a very simple mood board showing sketches 
of the store, some photography and some similar 
stores that we’re inspired by.
P: The board gave the go ahead. The Idle Man 
store is now open and making a pro� t.
A: One of the next big decisions for The Idle Man is 
whether to open another store.
O: The logic would dictate it’s either another store 
in London, one elsewhere in the UK – possibly 
Manchester – or you know the US is now twenty-
� ve percent of our business so do you open one in 
New York and really get The Idle Man name known 
in the new market?

8.3.1
D = David   P = Prisha
D: Well, we’ve had two successful events this 
month. Both almost perfect.  
P: The best thing is that we now have a whole 
new list of excellent suppliers to work with. 
D: Well, there are a couple of suppliers that 
weren’t that great to work with. I’m just not sure 
we should use them again. 
P: Really? I thought we got on well with them. 
D: We did, but it’s important that suppliers provide 
what’s been agreed. One of them, in particular, just 
did whatever they wanted. 
P: OK. Listen, how about we get Otto and Sonia in 
on this conversation? I’m sure they’ll have a lot to 
say. 

8.3.2
D = David   S = Sonia   P = Prisha   O = Otto
D: … and going over our suppliers this past month, 
there have been some concerns.
S: You mean the designer � orists for the perfume 
launch? Their head designer was impossible to get 
in touch with. 
P: Right. Although I personally feel that they 
made a huge contribution to the day. The � owers 
were amazing. 
O: I agree. Even though we had some 
communication problems, they were still great to 
work with – very creative. 
D: I’m not saying they did a bad job. Far from it. 
I just worry – we had agreed to a certain � oral 
design that matched the theme of the evening. 
This time it didn’t look too out of place. What about 
next time?  
P: It may have been o�  brief, but I know that 
everyone was very impressed. That’s what our 
clients will remember. 
O: My instinct would be to go back to them and let 
them know we’ve had this conversation. Tell them 
we loved their work but if they want our business 
again, they’ll need to stick to what’s been agreed. 
S: How can we guarantee they will do that, 
though? They’ve proven that they can’t.
P: I think you’re being too harsh there. They went 
o�  brief, yes, but our clients de� nitely noticed the 
breathtaking � ower displays. And isn’t that what 
we’re selling in the end? Customer satisfaction. 
D: I think Otto’s right. Let’s have a word with 
them. But we really do need to stay on top of our 
suppliers, Prisha.
P: Agreed.

8.3.3
P = Prisha   S = Sonia   D = David   O = Otto
P: … and going over our suppliers this past month, 
there have been some concerns.
S: The designer � orists, yes. The fact of the matter 
is they were way o�  the brief. And they used far 
fewer � owers than had been agreed. 
P: Hmmm. That’s not good. But still, they 
delivered for us – they were great to work with, 
and everyone loved the � owers. 
D: I know everyone was happy in the end, but the 
lack of communication was a problem. At no point 
whatsoever did they inform us they were changing 
the designs. We can’t work with suppliers who 
don’t provide what’s been agreed. 
O: I have to say, I really enjoyed working with 
them. We had a few problems, yes, but they were 
very creative. 
P: Claremont loved them too – Anne especially. 
S: It’s true that the event was incredible, but the 
brief went out the window! It was just lucky that 
this time the � oral designs didn’t look too out of 
place with the rest of the theme.  
D: Prisha, I know they did a great job. But there are 
other � orists out there. We can’t let our feelings 
cloud our judgement. Look at the original designs 
and compare them to what was provided. If they 
do their own thing again in the future, it could 
completely ruin our concept. 
S: I think David’s right. It’s there in black and 
white.
P: OK. I see your point. Otto, are there other 
� orists we’ve looked at?
O: I have a few on my list. I didn’t like any of them 
as much as the one we used, but there’s de� nitely 
some good names to choose from.
P: OK, well, why don’t you put out a few 
enquiries? Let’s not get too despondent, though. 
This issue aside, we did a great job. More like that 
and we’re going to be a huge success story.

8.3.4
In this scenario, we see the di� erence between 
making a decision based on facts, and making one 
based on feelings. In most cases, decisions need 
to be made by considering both facts and feelings, 
while being aware that sometimes feelings can 
cloud good judgement.
In Option A, David and Sonia focus on the fact 
that the � orists didn’t stick to the brief. Prisha 
and Otto acknowledge that there were some 
communication problems with that supplier, but 
stress the importance of the working relationship, 
and that overall the project went well, so they feel 
they should use the same � orists in the future. 
In Option B, David and Sonia acknowledge that the 
event went well, but strongly emphasize the facts. 
The � orists didn’t follow the brief regarding the 
� oral design, used far fewer � owers than had been 
agreed, and were di�  cult to communicate with. 
David points out that problems like these can have 
serious consequences. In the end, the team decides 
not to work with the same � orists on any future 
projects.
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