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Varlety ofchallenges for all of us

1 want to reinforce the one compan Y,
one team theme I offered a few

a few of my thoughts,

]

aspects of their position:

We should all have prepared posi-
tion descriptions highlighting the
five or six key areas we must focus

rent roles.

Appropriate standards should have
. been defined 'sothat there is
something objective to measure
_ against when people do perform-

_ance evaluations with their
_ supervisors.

. functions.

authority to perform them. There

is no point in giving a person re-

sponsibility and ownership with-
 out giving the appropriate leve
- ofauthority toperform their ne

- "Our managers need to.acce)
role of providing quality coa
and leadership, enthusiast
communicating: HP's* philosophy
to the people entrusted to them
And to communicate the reasons
- why particular decisions have
 been taken,

There is always-a reason for decid-
Ing something and always good
reason to ‘explain the why o

_ things to those affected or
. tohelp in carrying out a di

ly experience is that all

Student help

Careers Expo ‘85, held at Syd-
ney's Centrepoint Convention
Centre in October, was a fine op-
portunity for HP to meet students
from year nine through to university.

For Personnel Representative Sig-
run Aschoff it was a first chance to
organise an HP stand in a large
exhibition.

"I was a bit nervous at the start but

Shirley Nankervis and others were
a great support,” she said.

Northern Area General Manager
Richard Vincent and Northern Area

-

weeks back by sharing with you

By now everyone should have clar-
ified their role and the ownership

on to achieve.success in our cur-

We all need toaccept responsxbmty -
and accountability for our ]ob

perate gen-
thes{' derstand the

And we need the appropnate':

Personnel Manager Alayne Durant
joined her at the official opening,
performed by Prime Minister Bob
Hawke,

AIESEC (the French acronym for
International Association of Eco-
nomics and Business Management
Students and pronounced eye-sek)
sponsored the exhibition.

It is the world's largest non-profit,
non-political, student-run organisa-
tion, with bases in 62 countries, com-
mitted to global management and
leadership development.

It was founded in Australia in 1948
and has offices on 14 campuses with

an Australian membership of 1000.

We are diversifying into manufac-'
turing but in Australia and New
Zealand we are still essentially a
selling organisatior.

We must hold our market share just
to make our jobs secure. But sales
have to grow faster than the mar-
ket and certainly faster than in-
flation for the rewards to any one
of us to increase.

The sales person is the front-line
fighter whose personal success
or failure impacts-the well-being
of everyone else.

fear there are misconceptions
about the glamor and rewards of
being in sales. Have you consid-
ered that in our industry a sales
person loses many more deals
than are won? They're rejected
on average seven.out of every 10
times they work on a proposal and
a-quote.

SO one of the most Important tasks
of ‘a:-manager 'is to encourage a
sales person through troughs of
despair, to keep intact morale that
might -have to endure through-a
dozen more rejections before an
order breaks the drought.

Perhaps we hear too much abouit the
triumphs of million-plus deals and
too little about months of consci-
entious work going down-the
drain.

. Sometimes the sales person sees a

deal slipping away because -of
HP's standards of openness, fair-
ness-and consistency in matters
such as discounts. The hurt strikes
deep when:a competitor who 'is
not 5o scrupulous wins out.

AIESEC runs activities such as
study tours, export missions, grad-
uate recruitment surveys and has
the largest international graduate
exchange program in the world.

HP donated six HP-12C calculators
as prizes and they were presented
to winners at a gathering in the Lex-
cen Room on 2 December.

Sigrun was supported during the
exhibition by Tim O’'Sullivan, Ross
Templeton, Craig Hambleton, Mar-
tin Perrins, Faye Fitzpatrick, Gordon
Smith and new graduate recruits
Laurence Fong, Bob Coulthurst,
Robert Creaser, Joseph Fenech, Jo-
Anne Bloch and Eric Wong. ]

)
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A factor that persuaded Intercon
— it wasn't a local decision — to
offer the incentive of a Singapore
seminar to high-achieving sales
people was that our competitors
have long been doing it.

Sure, HP has a philosophy that job
satisfaction does not depend on
financial reward alone. Job tenure
and encouragement to- grow as
people as well as employees are
things we're strong on and many
of our competitors are not,

But we risk falling behind should we

- steadfastly decline to match in-
centives that could entice our best
people to leave.

getically and skilfully our: sales
people join the battle’ to win
orders.

It'is a safe bet that no one:at HP
wants to have any but the very
best sales people out there pitch-
ing for us.

I just want to add that the theme of
one company, one team was not

HP remains totally committed to
it.
O
At this time of peace and goodwill,

your loved ones a safe-and happy
Christmas season.

[

During January 1 will be represent-

wide general managers meeting
and in February I will report back
to you on our company's progress
and plans for 1986.

MALCOLM KERR

ed noses proliferated at Joseph

Street on Monday, 2 December
— not from high living, just telling
who didn't take zinc cream to the
Christmas picnic two days before.

It was a great day at the Camp-
belltown Railway, Narre Warren,
with one of the biggest attendances
of recent years.

Santa, who bore an uncanny re-
semblance to Sales Director John
Bieske, arrived by helicoptor and
finished his journey by miniature
railway.

Santa said 1t had been a long trip
k from the South Pole, which raised

It is true that the prosperity of all of
us-is tied directly to how ener-

arrived at lightly or in haste and .

Barbara and -1 wish you and all

ing you at John Young's world-

)

and Ron Forsyth.

e Danielle, Tony and Arlette Cantlon, Brenda Wilkinson and Cameron

and Steven Hart.

eyebrows. Every kid knows Santa
lives at the North Pole.

But John — sorry, Santa — went on
handing out goodies, too busy to ex-
plain that a demographic survey
had shown a big move from north
to south and so he'd followed the
trend. There just hadn't been time
to advertise a change of address.

Chef Ben Bramble was up early to
start the spits, there were train rides
and lots of play equipment and a
first-rate bush band.

Melbourne kicked off the Christ-
mas picnic activities. Sydney's was
on 14 December, too late to catch
this issue of Depth.

All offices: Please send Christmas

and other copy and pix to Alison
Teed by 10 January. |

e Train trippers: (From right) Luke and Mandy Worthy and David, Stuart

¥

Computer..
Museyum ' 4

® Sonja and Andrew Gasser and
Sevi Schneider pose with Santa.

J
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Sad at tall
pPoppy syndrome

ack after two years absence,

Region Training and Develop-
ment Manager Russell Warmington
is glad to be home but grateful for
what he learnt at Palo Alto as Inter-
con's Compensation and Benefits
Manager.

His beat took him to Mexico, Ven-
ezuela, Argentina, Puerto Rico, Bra-
zll, Singapore, Malaysia, Hong Kong,
Taiwan and Korea. He helped start
a compensation and benefits pro-
gram in Korea.

Canada and Japan were also in his
bailiwick but time ran out and he
did not get to visit them.

In essence, Russell's job was to
ensure that the HP compensation
and benefits philosophy was com-
patible with local cultures, econ-
omies and government attitudes.

“Sometimes our philosophy told us
to do something but if it conflicted
with the local culture we could not
apply it,” he explains.

Russell was struck by two differ-
ences between Australians and
Americans. We worked just as hard
but did not always channel energies
as profitably; and Americans did not
have to fear the tall poppy syndrome
which tried to cut successful Austra-
lians down to size.

"In America, if you want something,
you work hard to get it and people
don't begrudge your success. So a
great many are striving to match
their potential and it benefits the
nation as well as the individual,” he
says.

“Here in this wonderful country we
envy the successful person and
bitch that success is denied us but
we don't work hard enough at
achieving it."

Russell didn't bring back a new
broom and a crusader’s zeal to re-
form everything in sight. He thinks
he can use management skills he
learnt abroad but not everything that
worked in some countries would fit
New Zealand and Australia.

¢ Adelaide staff set up a barbecue in the park off Greenhill Road and ran
a raffle on Melbowrne Cup Day: CEs Hugh Hocking and Rick Fisher
shake the tickets; then from left, new Service Co-ordinator Ruth Johnston,
Receptionist Jackie Knezy, Sales Secretary Marlene Castrique, Staff CE
Darron McDill, CE John Townsend, Peter Duncan and Ken Jackson

(Sales) and SE Jim Golding.

"We should be thankful we don't
have the inflation of some South
American countries,” he says. "Fancy
f1ying to devise retirement pack-
ages when Inflation is running at
800% and wages are upped every
two months.”

® Russell wit wife Sue, Denise,
nearly 8, and Alan, 5, at the Narre
Warren Christmas party.

LOF AR 0711/0’%6 (éz )
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® Bob OBrien ... the real McCoy.

Sydney Sales Representative Bob
OBrien has a stranglehold on the
Santa contracts at North Ryde and
Fyshwick. They book him two years
ahead.

He has a great way with kids, even
the worldly wise sceptical of his less
than ample girth.

Part of his success depends on a
notebook which he fills leading up
fo an appearance with the help of
conniving parents.

At left is a typical entry.

A/&l d d Qf ,,M) e W M al One Canberra agnostic, astounded
/ deco / by Bob's virtuoso display of omnis-
(224 ZZ& ”’*‘7 280 . cience, confided to his mum: "Now
[ think he is the real Santa.” n

_/
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Quality award

Hewlett-Packard was honored in
November by the Australian Def-
ence Industry Quality and Achieve-
ment Award selectors.

We were asked if we would accept
nomination as a company supplying
the three arms of defence, having
been assessed against the following
criteria:

Product/service quality.
Compliance with specification.
Delivery to schedule.
Adherence to cost.
Manufacturing processes.
Management systems.

Working environment.
Innovativeness.

Industrial practices.

The Award is designed to stimu-
late excellence in the Australian
defence industry sector and pro-
mote competitiveness of Australian
companies in meeting defence re-
quirements and developing greater
self-reliance in defence supply.

We had come under notice be-
cause of the way Region Service
Manager lan Richards and his
people had supported the defence
instrumentation contract.

The Royal Australian Navy had
nominated us.

HP tests, callibrates and services
equipment which in turn keeps run-
ning checks on the performance of
instruments that monitor the calli-
bration of guns, tanks, aircraft, ships
and other military hardware.

It explains why Army trucks, mo-
bile callibration units, are often in
the Joseph St car park for days on
end.

The Defence Department sent a
video team to Blackburn to collect
visual evidence for the selection
panel.

Nearby sections envied the atten-
tion the film crew paid to Ian, his
callibration experts, Bill Cerutty and
Peter Burford, Repair Section super-
visors, Doug Hayne and Tony John-
son, Doug's team of John Fuller, Alan
Skelton, Bruce Thompson and Jeno
Kuhrt and Tony's team of Danny Ko-
vaks, Glenn Williams, Rowland
Crosse and Gary Visser.

“Don't forget to name our Admin
backups, Danny Hills and Margaret
Penglis," urged lan.

Musssim.

® "Neophites” at their training meeting: (Left) Fred Cyran, Dave Anderson,
Noel Rath, Robert Perin, Gary Boler, David Wright, Victor Appelboom
and (front) Maria-Luz Bernabe and Sue Wadsworth.

No, we didn't win the coveted
Award but being among the seven
finalists was a great achievement.

The Award went to Qantas Airways
Ltd.

Other finalists were Aircraft Equip-
ment Overhauls and Sales PL, Par-
khurst, NSW: Dunlop Aviation
Australia Ltd, Bayswater, Vic;
Mercedes Benz Australia PL, Mul-
grave, Vic; Phillips Communications
Systems, Moorebank, NSW; and
Thorn-EMI Electronics Australia Ltd,
Enoggera, Qld.

The winner was announced by the
Minister for Defence, Mr Kim Beas-
ley, at Canberra’s Lakeside Hotel
on 20 November.

The Secretary to the Department,
Sir William Cole, hosted a dinner
and Managing Director Malcolm
Kerr represented HP. |

¢ Jan Richards and Peter Burford
with equipment that measures
elapsed time to accuracy of one
second in 30,000 years.

s of your decision as | have been‘ |
fon HP and like the reverse Pohsh o

\S Y0 hawsokmdty nﬁeredareptacemem
| will now be able to go ahead with a long
d but previously economically w
e-nurchase of the 41CV for m

e

stnsment foreman had advise
{ the purchase of HP on

of my 33E. | have told
'iacmg and he was
itly with your compa
clients that he has be

same ,adm;rers. Congra
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ConS|stentIy meetlngthe customers expectations

Everyone has recewed a cop The “The same rationale applies to- all
“She’ll Be Absolutely ng'h _.the things we do for the customer.
f The wags, inevitably, hav b o -~ Why have an order processing sys-
even though he isn't chairman . - tem, or any system, that does what
But by whatébar i ok , e WE Wa?nt and not what the customer
few months but for all the years ahead, - needs
- . Inversely, there's no room in the
It called attention to TQC — ntly  TQC concept to design for obsoles-
Quality Control — a new cor cus- cense with the breakdown point
strategy which everyone knev ~ perilously close to its performance
Neilson was working on b . . specifications or life expectancy.”

much about. Hans is only half-happy with the

: dictionary definition of Control:
much but that is about to fle *trans. to check or verify and hence
because TQC will soon 1 " _ to regulate.”

;;;;; and ‘Tdon't want peopleto believe that
member of Hewlett-Packard  fimer be regulate means to control or stifle

Not just in Australia and Ne ‘ far m exce eeds  an individual's ability to contribute
land . .. but from every HP ' o .
wherever they are sned around the
world.

It has been a deliberate

avoid a hasty launching in Austral
As Hans has put it “TOC is no
flavor of the month, somethin
stimulate the faste buds today and
be superseded tomorrow.”

It has been necessary to build a
solid foundation that will stand the
stresses that usually accompany 1
troduction of a whole new operal
structure,

Still, it comes as'a surprise that 54
managers have already been ed
in TQC. The big official la -
scheduled for late February o
March.

Ask him to tell what TQC ~
Hans accepts some dictionary def-
initions but rejects others. ' ' '

He has no quibble with the Shorter
Oxford definition of Total: “adj. of,
‘pertaining to, &(\)11;1 relating to the
whole of someéthing.” . ,

16 sol bl hel h

He accepts it totally — total 0.0 nd broblems;or helping the

. _company-to grow.
everyone and every indivi - whs
that has anything to do with pmwd— fum ; i "Really,” nothing has changed .in
ing a product or a service. o ~ HP's concern for quality or the HP
Not just the designer, the p . *Way's pursuit of excellence," he
tion engineer or the sales i 1. Ssays
- but i;l fggg ethznr%oesjc,eobshjquu - ~ 'Ttsjust that TQC is a structure and
_ exert an influence on a cust ~ everything we do is seen as a pro-
satisfaction with an HP purch € | cow Together they make it more
b- ertain that, having studied .and
ut Quality finds him at odd dentified a process that makes
> Oxford editors: “n. cha - something successful, the process
can be applied and successes
. achieved consistently without hav-
; . to be continually Iedlscovenngﬂ -
 closest I can get to defin the rules. -

ition, nature of ‘
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“Instead of letting successes hap-
pen haphazardly, we control all the
factors that make them occur. And
cut out all unnecessary steps. Fore-
ing a customer.to seek just one re-
pair or make just one query of an
administrative process that could
have been avoided is a retreat from
TQC.”

Hans warns against thinking that
only HP has discovered TQC,; that
it is a secret weapon for business
success.

"Many of our competitors are just
as committed -and have talented
people applying TQC. We gain
nothing by just proclaiming: -that
TOC will be our road to success,
following it for a few months or a
year and then doubting the way and
taking another path.

*What will give us or them the

competitive edge is having the
dedication and stamina to keep with
it"when others have lost faith-and
direction.”

Malcolm Kerr said in his booklet:
"“Now, given- that our colleagues

overseas develop and produce all -

our -magnificent products and .de-
lver them here, you would think
that our job was easy.

“Unfortunately, it is-not. HP has al-
lowed its administrative processes
lo become as Intticate as the insides
of our products themselves.

"And this is bogging us down -
‘We are embarking on a world-

wide philosophy of simplificatio

| and Improvement through a method
Lcaﬂed TQC (Total Quality Control),

St them

. Hans Neilson ... 54 managers

already trained.
over what we're quoting on -and
re're ot -and when our whole

jon seems to be designed for
benefit and comfort rather than

3 times but the goal is for all
I to happen consistently.”

lans says -HP will not have to wait

years for successes from TQC.

y start with the very first process
you work on.

e does not downgrade past
syements of Quality Teams, or
Circles, as'some comparues

“In a lot of places, there is a history
of them withering on the vine but
miuch good was achieved by many

_ dedicated and intelligent people in

HP," he says. "Their trouble was that
they tried to give a lead from below
and did not receive the resources
they needed.

It was tough going when some-
times your manager didn't seem too

_interested. Management at the top

rporate and of HP Australia is
wholeheartedly committed to TQOC

~and knows that considerable re-

s muist be provided.
is no longer a matter of some

jers being interested and

not. Al ‘managers are ex
d to lead 1 introducing T
bect that when TQC has
_an institutionalised wa
_ thmgs Quality Teams °

ted right through t
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Births

Rebecca Suzanne, first child of
Exchange Invoice Clerk Mick
Cerkez and Janet at Melbourne'
Mercy Hospital on 9 October
(3232g1/71b 103z).

Michelle Jessica, daughter of
Marketing Development Man-
ager Graham Barnes and Sally at
the Queen Victoria Hospital at
5.35pm on 10 October (3770/8lb
50z).

Nicola, daughter of AE Tech
Centre Manager Chris Crowle
and Christine at Royal Women's
Hospital, Melbourne, at 2.45pm
on 25 November (3260gr/71b 30z).

Stephen Patrick, first son and
third child of Canberra Staff Sales
Representative Bob O’'Connor
and Helen on 29 October (3657gr/
8lb loz).

David Jonathan, son of CE Peter
Ratten and Christine at St

Ceorge's Hospital, Kew, on 22
November (3055gr/61b 120z).

Michelle Elise, daughter of Im-
port Co-ordinator Rod Brown and
Christine at St Andrew's Hospital,
Melbourne, at 4.30am on 17
November (3175gr/71b).

James Edward, first child of Sales
Representative Keith Burson and
Virginia at St Margaret's Hospital,
Darlinghurst, on 1 December
(2722gr/61b). [ |

Stop Press

Congratulations, New Zealand,
on:

105% of 1985 quota.

120% of shipments.

80% growth.

$NZ1.6 million net before tax.
$34 million gross revenue.
$272,000 CEO profit. |

® BGM Paul McQuarrie shows

where Canberra staff will move
early next year.
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Quiet achiever

he doesn't come over big in terms

of height and weight but Northern
Area's first Field Marketing Man-
ager Sandra Bateman is a lady of
considerable achievement.

For a while she was the only aero-
batic air pilot In Victoria. She still
flies but more sedately — aerobat-
ics take a lot of hours for practice
and Sandra needed most of her
spare time over the past six years
to renovate five houses.

She had hardly squeezed into her
new cubby (the mini-exodus-to Ro-
sebery hasn't solved all the space
problems at Talavera Rd) than she
was buying an apartment at Neutral
Bay and refurbishing that.

Sandra was born in South Australia,
operated a computer at the Defence
Research Centre at Salisbury, pes-
tered bosses to do courses, decided
it would take too long for a woman
to advance in computers in Ade-
laide and moved to Melbourne.

“For a while on the dole, Psych and
English at Melbourne Uni and stints
with ACI and IBM before joining
HP," is how she condenses several
years of her life,

‘Tve got a great team to work with.
When [ was a sales rep, I used to
say what was wrong with Support.
Now I'm not so sure. Now I'm looking
from the other side of the fence.
Anyway, if there 1s anything wrong,
I've got the chance to do something
about it.

“l miss Sales a bit but I'm really
stimulated by the new challenge,”
she says.

Her team is Betty Hamilton (demo
equipment and literature library),
Shirley Nankervis (marketing corm-
munications, press, seminars and
trade shows); Eric Wong (Target
500); Robert Wallace (Instrument
Support Engineer in the Sales Sup-
port Centre); George Clark (Tech-
nical Support Engineer); Tim
O’Sullivan (Sales Representative
training and product specialist); Ka-
terina Skountzos (Receptionist in
the Sales Support Centre) and Bar-
bara Zappia (Secretary). u

o

Sandra has lost all loyalty to Mel-
bourne . .. with Katerina Skoun-
tzos she points to Sydney, “centre
of the universe.” Camera-shy Re-
ceptionist Rosie Lamont just fails
to fade out of the picture.

Aid to the arts

oth in Sydney and Melbourne,
HP is strongly supporting the
arts.

At the launch of the 1986 Festival
of Sydney last month, Northern Area
General Manager Richard Vincent
presented a computer system and
software valued at more than $28,-
000 to the Lord Mayor, Alderman
Doug Sutherland, and the Festival
General Manager, Mr Stephen Hall.

HP will be acknowledged as spon-
sor of these Festival productions:
The Footsbarn Travelling Theatre
Company, Gertrude Stein and a
Companion, Spalding Gray; Fasci-

nating Aida; St Mark's Gospel: and
Tomfoolery.

In Melbourne, Di Condon has good
rapport with the Melbourne Theatre
Company and HP will sponsor it
with equipment and money for two
years.

During 1986 HP will sponsor also
the Sydney Theatre Company, the
Australian Film Institute, The Aus-
tralian Theatre for Young People
and the Spectacle Theatre Com-
pany's production of The Secret at
Clark Island.

Theatre-goers are perceived as
good potential customers for HP
products.

In the recent MTC production of
Sons of Cain, which had a news-
paper theme, HP equipment was
continuously on stage.

HP is able to invite customers to

a night at the theatre. Sometimes

guests can meet the actors. Often
staff can obtain tickets at reduced
prices. [ ]

y
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Sydney office’s mailroom has been
reorganised as a Quality Team
project.

Next issue of Depth will tell more.

But the old mailroom, with all its
faults, never matched the efforts
of the Ghana postal service.

On 5/8/82 1n Melbourne. Isobel
Sinclair (now long back in her na-
tive Scotland) posted a package of
literature to Accra

It came back on 15/11/85
stamped: “Unclaimed". [ |
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At work and play

Off-site meetings are chances to
escape the telephone and other city
distractions, share ideas, study
marketing strategies, get to know
new products and learn to have con-
fidence in colleagues.

Sometimes they cover at least part
of a weekend, which means absence
from spouse and family.

Programs usually start soon after
eight and extend formally or infor-
mally into the evening. So they are
hardly a holiday.

But all work and no play makes
Jack a dull boy (and Jill no brighter)
so usually on one evening partici-
pants let their hair down . .. like at
the recent "1986 kick-off’ sales

® Northern Area Sales Rep of the
Year, Bruce Maxwell, and MD
Malcolm Kerr.

meetings at Bendigo and Robertson.

Not a little ingenuity goes into pro-
ducing a fun night as pictures here
testify.

Costumnes for the inevitable send-
up skits are sometimes hired, other
times made at home or put together
on the spot with whatever is at hand.

® “Builders’ laborer” Frank Freschi (Southern Area Sales Rep of the Year)
and Cavaliers Glenn Gowan and Jim Khoo . .. all for one and one for

o Mike Rimer (left), Robert Plowman and Merv Clemens . . . looking tough
but their armament stopped at water pistols.

Dame Joan wasn't available for a duet so Perth’s Robert Brown did a
Pavarotti-like impersonation of a rival computer company’s MD.

® Brisbane’s Tony Beatton ... one
of the quota-busters.

J
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on 1 February
points to a third

a convenient place
s and service people t

Only five minutes from the a
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Lee, Staff Systems Engineer A

drew Sﬂvexs and:

Manufactunng ,Applica%
Specialist Andrew Aschner and
Systems Engineer Janine Morris
have got their visas and will travel
south early in the New Year.

Bob and his Rosebery Rebels were

grateful to Facilities Supervisor Pam

Tamplin, Facilities Clerk Mark Mar-
tin and EDP Administrator Graeme
Paton for the- smoothness of thesr
transfer; '

"At 4pm Friday we packed our
gear into cardboaid boxes at North
Ryde and on Monday morning
everything was magically in place

Rosebery, Bob recalls ,

ew $USSO0,000 circuit board teste






