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CASE STUDY

Miscommunications with a Brazilian Auto Parts
Manufacturer

The Brazilin sun beat down sicadily on the tamac outside as Alessandeo Silva and Agosto
‘entura stood inside the S Paslo- Gusralhos Intemationsl Aiport. They were avaiting the arival
of two representtives from Lucky Auto Parts Company,a regionsl wholesalr and retiler based
inAmes,lowa.

Me Silva, the presiden of & mid-sized auto parts manufacture in S5 Paulo, and Ms
entura, the company’s sales manages, were looking forward 10 a new busines relaionship.
with Henry Willams, president of Lucky Auto Pats Company. A few weeks previously, in an
imtial phone call, resident Silva invited President Willams (0 visit the Brazilan manufoctr-
ing faclty. a potntil source of fer. mrket ot parts for Lucky. This would b the American
company's first. venture into buying pats diretly from 5 foreign manufscturer. Willams.
planned 10 take his new vce president of puchasing, Wally Asor, who aso happened t0 b his
Son-in-aw on his first sip. M. Willams thought this exploratory buying i would be a good
troduction t the auto pats basincss for Wally although Wally had experence g5 3 new car
Salesman, he had no expericnce in the auto parts feld.

‘Unfortunsely.  fw days o the trip, Willams b to cancl bistrp o be availble for
depsition ona court case pnding against iscompany. I ha taken  ong ime 1 ge he appoint-
ment with M. Silva, and Willams did not tink it wise 10 cance the wp. Because Wally vas
eager to prove himself n his v role, Willamsdecided 0 et im handle tis mision without the.
old man looking over his shoukder. I the rush o review the legal documments fo the deposition,
‘Williams fosgo 0 oty his Baziian counterpat that he would no b coming on this vsi.

A he s preparin forthe tip, Waly Astor relize that it was summer i Brziland tht
it was a long flght © Brazil from Ames through Miami. Based on thi, b decided t0 dress a5
informally and comfortaby ss possbl.

Atthe airport, both M. Silv and Mr Agosto were dessed as usual when conducting busi-
ess or in the public eye for social occasions, that i, in suts and tie. As they stood outsde.
the door of the intemmational arivals area, Agosto held a nealy printed sign with Wally Astor's
name on it Soon a young man in his s twenties approached them and announced that he
was Wally Astor both M. Silva and Me. Veatura were visibly surprised, especially because
the young man was dressed i faded blue jeans,sneakers, and @ checked shir with the slecves.
roled up.

“Hey, thanks for picking me up.” Wally ssid as the three shook hands. “You must be
Alexander and Agosto? My fsther.in-aw said you were going to mect us at the sirpor.”

1 am President Alessandro Silva,and this is my Marketing Direcor, Mr. Ventura” M. il
s eily. “We expected tosee Prsident Willams. Wil he be coming on  atcr flight?”

“No, he had something important come up. s he sent me (o tak care of the vist o Braz

President Silva read the card carefully and tumed 10 Agosto with  frown, The card hid
the ULS. flag cmblazoned on it with an itslicized inscription under it “An American-ovned
business”

Agosto turmed o Waly and sid polcly, “I'm certain you ae tied from your long journy.
‘Shall we deop you at your hotl nd then pick you up for dinner shout nine of clock?”

“Nine oclock! 't that il e fo diner?” Wally excaimed. “No, e’ just g0 10 your
offce and gt right o i, shll we? I have acontract drawn up by the awyer ypes in my depart-
‘e, 1 think you'll i it covers sl the detailsand s mor than ™

President Silva spoke up mare forefully than e inended, “M. Astr .

“Please call me Wally”

“No, M. Asto. | don't know you or you company well cnough to call you by your st
name and certainly not wel cnough o look at sn important contract with you today. 1 was
impressed with the phone comsersation I had with Presdent Williams, bt he is ot her today,
o lt’s drop you a your hotel and begin our discussion over dimnr latr this cvening.™
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‘Wally was surprisce and uncomfortable to sce Mr. Silva standing very close 10 him, staring
ity into his cyes and gestculating 1o crmphasize his words. Wally ook ascp back. but M.
Silva ook  sep toward him o close the gap between them,

“OK. M Silva. Maybe I sounded ike | was rying to rush tings bt But you s, [ booked
my Flightout for tomorto evering so | ca spend a couple days in Rio o sce what that's sbout”

There was an uncomforable silence during which no one spoke. Finaly. Wally said, “I
‘uess 'would like 1 g0 10 my hote and rest up. Then we can have dinner at 9:00. OK?"

‘entura knew that President Silva was ot warming to Waly, s0 b decided to sce whether
e could get the reltionship back on rack. Because he and Wally were sbout th same sge and.
eld the same status within thei respective organizatons,he fet comfortabl doing tis.

“That sounds very good, Wally." Ventura said. “We will pick you up at 90, And please,
call me Agosto

Once e was seuled in his hote room, Wally phoned Henry Williams to check in as
mstruced.

“Veah, Dad” Wally sid. “1 met with them a the airpor. They drove me (o the hotel and
we'te going to dinner tonight o get acquainted. Can you believe they want 1o cat st 9 227"

“That's good.” Willams replied. “Did you sce the faclty yet?”

“No. The president, Mr. Silva, i kinda stif He said he wants o gt 0 know usbeterbefore
e talks husines. | think hes doing the Latin American thing sbout mafiana. 1 ticd to gt the
ball oling this acrmoon, but he woulda'thear of L™

“Well, e'sjust being cautious, like | am. | ke to know 4 man personally before | entr into
a longterm contractwith i, oo. Wally this it ik seling cars I's building relationships.
{ht have to work day aftr day. ' sorry | threw you into this station lone.”

“You know” Wally said, | hink he’s upse that you aren't here”

1 hope you conveyed my apology o him” Williams replicd, “and explained that tis depo-
iton came up s the st minute.”

T sure did”

~OK. Call me tomorsow afermoon to let me knanw how th dinner conversation wert. How
long do you tink you'll be ot there?”

Wel, 1 made reserations t leave forRio tomerrow evening fo acoupe days” Wally said.

“Why are you going to Rio? Wh is outtherc?” Willms ssked.

“I promised Mindy Id check out Rio asa possble vacation sot forlte this yese”

“Waly, you don't work for Minds. You work for me. I Mz Silva wantstotlk with you for
the next few days, thars exactly what you'e going o do. Forgt sbout going to Rio!

That vening at the restaurant, M. ilva insisted tha Wallysit acros the able from him and.
Me Agosto.

“Mr Asto, | want 1o thank you for jining us for a Brazilian businss dinmer tis cvening.”
said Ms_Silva. “We always sar with cafcinbo, a vy strong espeesso. We think it helps the
comversation o flow”

For the next hour, Wall found himselftalking reely about his wie,their relationship, his
in-Laws, bis childhood and parents, and many other topi that would never find ther way nto
 business discussion i the LS. To cncourage Wally: Mr. Silva and Agosto shared humrous.
sories about themselves and shared ther favoit sports, movics, pastimes, wines, and vac-

Their fee exchange about themselves continucd throughout e dinner, and s the three men.
were served cafczinho afer the meal,they began 1 alk business or the st time tha evening.
President Silv ntrdiced th topc.

“Waly 1 think tomorrow morming you should join us to sce the plant. | want you to meet
‘with our purchasing and qulity ssursnce mansgers. We pride ourselves on using the best mate-
isls and maintaining the sricest tolerance standards. Afer you ae more familse with hov we.
dothings, we will meet agsn for dime beforeyour flight o Rio snd discuss when Mz Willsms
can vist us to resume exploring our potential business partnership.”

“Sie” Wally began, “ cancelled my i to Rio 50 | can learn mare about your operation,
your products, and where our mutualinerests may li. Peshaps we can hve dinnr agan tomor.
ow ight and decide wht our et steps should be for the folowing fe days.”

“I'm very happy to hear you say that. And please, call me Alessandro.”
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Case Questions

11 Whatare e ofthe cultral isteps that Waly Astor snd his e o, Heney Willams,
made n i sccnario? Why do you think this bappened”

12, I you were 3 v of Beail and advsing Ameican busines rprsentatives about what 0 do
‘when lking Wit Bruian business pathrs, whet would you el he Amcicas sbout B
culure?

13, Imagine that the siuation in his case sudy was revesed, that i, the Brazian busncssmen
‘were coming o the Uit Sses 1 ook o suplir. What would you el the Brszlns shout
American bsiness cultre o prearethem for sccess?





