UNIT 3 internet activities
Unit 3 Internet Exercise

BusinessWeek Online

For UPS Managers, a School of Hard Knocks 

Execs share the kind of gritty life experiences of some workers 

BusinessWeek Online, column by Louis Lavelle, July 22, 2002

At United Parcel Service, Inc., rules are religion. Without them, UPS could never move 13.5 million packages to their destinations on time each day. But two years ago, Mark J. Colvard, a UPS manager in San Ramon, Calif., had to decide whether to buck the system. A driver needed time off to help an ailing family member, but under company rules he wasn't eligible. If Colvard went by the book, the driver would probably take the days anyway and be fired. If Colvard gave him the time off, he would catch flak from his other drivers. Colvard wound up giving the driver two weeks, took some heat--and kept a valuable employee. [image: image1.png]
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Six months earlier, Colvard admits, he would have gone the other way. What changed his approach? A month he spent living among migrant farmers in McAllen, Texas, as part of an unusual UPS management training experience called the Community Internship Program (CIP). After building housing for the poor, collecting clothing for the Salvation Army and working in a drug rehab center, Colvard said he was able to empathize with employees facing crises back home. And that, he says, has made him a better manager. "My goal was to make the numbers, and in some cases that meant not looking at the individual but looking at the bottom line," says Colvard. "After that one-month stay, I immediately started reaching out to people in a different way."

CIP began in 1968 as the brainchild of UPS founder James Casey, who wanted to open up the eyes of UPS's managers to the poverty and inequality exploding into violence in many cities. By now, nearly 1,200 current and former middle managers have moved through the program. It has evolved into an integral part of the UPS culture, teaching managers the crucial skill of flexibility at a company that is trying to fit a diverse base of employees into its rigid rules-based culture, which prescribes everything from how delivery people should carry their keys to how many steps they should take per second. UPS needs rules, but it also needs managers capable of bending them when necessary. 

Therefore, each summer UPS plucks 50 of its most promising executives from the company's 2,400 managers and brings them to cities across the country, where UPS partners arrange for daily community service projects aiding local populations. The problems encountered there--from transportation to housing, education, and health care--are the kinds of issues many UPS employees confront every day.

In New York this summer, eight managers visited the emergency room at Bellevue Hospital, tutored inmates at Sing Sing in interviewing skills, and provided meals to the homeless. The experience took them far outside their comfort zones in ways large and small--whether it was using public transportation for the first time in years or an initial encounter with violent crime such as the triple homicide that took place a few steps from the Henry Street Settlement, the community center where they lived. 

 Patti Hobbs, a division manager in Louisville who spent a month on New York's Lower East Side in 1998, remembers being impressed by the creative ideas of uneducated addicts for steering teens away from drugs. Realizing that the best solutions sometimes come from those closest to the problem, she immediately started brainstorming with the entire staff instead of just senior managers. Says Hobbs: "You start to think there's no one person, regardless of position, who has all the answers. The answers come from us all."

One month living among the poor won't change the world. But it might help UPS managers see their employees as more than just a cog in a very efficient machine. 

Related BusinessWeek Story Links: E-mail Privacy 

1. 
“Diverse, Not Divided,” BusinessWeek Online, Sound Money column, Christopher Farrell, August 9, 2004. http://www.businessweek.com/bwdaily/dnflash/aug2004/nf2004089_0908_db013.htm
2. 
“Why Diversity is Good Business, BusinessWeek Online, Commentary, Roger O. Crocket, January 17, 2003. http://www.businessweek.com/bwdaily/dnflash/jan2003/nf20030117_6373.htm
3. 
“Architects Who Build Around People,” BusinessWeek Online, Offbeat column, Erin Chambers, March 3, 2005. http://www.businessweek.com/smallbiz/content/mar2005/sb2005033_4335_sb040.htm.

4. 
“Bridging the Digital Divide,” BusinessWeek Online, Telecom Updates, Sarah Parkes, October 14, 2003. http://www.businessweek.com/technology/content/oct2003/tc20031014_8940_tc130.htm.

5. 
“Diversity is About to Get More Elusive,” BusinessWeek Online, Commentary, Mike France and William Symonds. June 30, 2003. http://www.businessweek.com/careers/content/jun2003/ca20030630_2305_ca03.htm.

Bonus Critical Thinking Questions

1.
Is there anything about your own background, culture, or family history that influences or affects the way you perform your job? 
2.
How much consideration do you think a manager/employer should give to individual employees’ personal circumstances when setting or bending the rules? 
3.
Does it create an unfair working environment when employees are treated differently based on their personal circumstances?
4.
Do you invest any of your time in efforts that might help to expand your cultural awareness? What benefits might you gain from such efforts?

