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Unyu hnnwoh uywwnwlu § ytip hwubl] b pugwhwynty
wugtptu gnpéwpwp hwpgugpnygubiph (wyunthtin® 4£8) ubi-
nwiuw hdwuwnwihtt puywh wnwuduwhwwnynipiniuubtpp b bq-
Juwgnpéwpwuwwu npulinpnidutinn hwdwgnpoéwlygnipyjuu L
punwpwyjwpnipjuwu uljqpniuputiph wbuwulynmuhg: dbpmni-
onipjwu wnip Gu hwunhuwunid hpujwu wugtipta gnpswpup
hwipgwg pnygutipp:

hdwh wpnhwwunipniup yuydwuwnpywsd § hwdwy-
fuwphwjuwgdwtu  yuydwuutipnid wugitipit gnpéwpup hw-
nnpnuygnipjut wdny, npubtin tigugnpéwpwuwljuu nwg-
dwjwnnipjniuubiph Jhpwnnipiniup dbs wgqnbgnipiniu Gu ni-
ubiuntd ny dhwyu hwunnpnulygnipjuu hwonnnipjwut, wyjl gnp-
opultipwht, wpuwnpnn-uywnnn hwpwpbtipnipyniuutiph fu-
jugdwtu b wnyywy phqutivh htimwqu gnpontutinipjuu Ypu:
Wunyputiph b nppuug wpnwhwynws utipuuw hdwuwnh dholt
wniuw juuwh pugwhwynnudp ety 5 nwwhu wyuwhnyly gnp-
owpup hunnpnuygdwt wpnyniuwy bnmnipiniu, hwunnpnulgu-
Juwtu gnpopupwgh wdpnnowlwuntpiniu, huswtiu twle httmhw-
nnpruyguju tyuwnwyutph hpwgnponud: Lhnwgnunnipint-
up Juplunp b awl Ggudywnipuhu ndylimbunnipjwu
dbwynpdwt wmbuwulmihg' tyuunbing kqyh nunigdw
nupwgpnid gnpsutwwu hwunnppulguluu hdwnnipiniuutinh
qupgqugdwun:

Lhduwpwntip. wugtipbu gnpéwpwp hwpgwqpnyg, utipw-
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Ju hdwuwn, hwunnppuguuu jupgujunuutin, hwdwgnpowy-
gnipjut b punwpwywpnipjwu uljqpniuputip:

‘Uhipwonipniu

Mlruntduwuhpnipiniup Jhngwé £ puguhwynbyne, ph huswybu Gu hwdw-
gnpowygnipjuu b punwpwywpnipjwu uljqpniupubipp fhpwnynid wugtiptiu
G£8-nid funuph Junpnigdwu b hdwunmwynpdwu gnpopupwgnid: Gph 2. Ou-
rhuh U 2. Uppih funupuiht wynbtiph mbunipjwu dbo fuunhp E npynmd miwp-
ptpwyt] jununnh wuwbdp U Upw Juunwpwsd funupwiht gnponnnipyniup’
funupuwyht wnp, wyw M. Spwyuh hwdwgnpswygnipjwu uljqpniuph dhongny
thnpd K wpynid puguinptiy, ph funuwyhgp husytu Jupnn L hwuubw wu-
Jwoh hdwuwn: Lwdwgnpswlgnipyuu uljgpniuph hhupnmd pujus § wyu npniy-
Ren, np qpnygh pupwgpnid wuhwwnitpp dhdjwug httn hwdwgnpswlygnid Bu®
unbinétny Juuyuwlgywé fununyp: Gu npnypnp Spuyut wdpuwunnmd b puw-
uwlh, npwlh, plphunipyuu o dbp hwnnpnuljgujuu Jupgquiunuubpny,
npnup wwywhnynid Gu mbintnipjuwu pujuwpup, dodwphwun, ntinht nt hunwy
thnfuwtwnid (Austin, 1962, Searle, 1968, Grice 1975):

Cunhwunip  wndwdp, hwdwgnpéwlgnpyuu L punwpwywpnipjwuu
uljq pniuputipp ny thown Gu ywhwwuynid hwunnpnuygythu, b npuug fuwju-
wnndutipp uunynid Bu twb $L8-md: Muwndwinp ns ph fununyph pupwg-
pnid hwdwgnpswgnipiniuhg funtuwthbnt jud wupwnupwywph upp gni-
gupbiptnt dhundu k, wy wyu, np udwu nlypbpnid gnpéwpupp hwdwfu
agunid £ thnfuwugly wybjh fjunppuwyht Jud Gupuwwnmbpunmwhu wnbnbiuwm-
ynipynit, pwu pwnwghnpbu wpnwhwynywstu L Wu nbiypnid funupp qunid
L ubpwuydwu dwuht: thpuluynidp wunyph pupujws ubpulju wunn -
nwih hdwuwnu £, npp hwuugynid £ hwdwwmbipuinhg (Paronyan, 2012, Lo 21):
Uhpwuwyndp Yhpwnymd L npybu ngwuut htwp® fjunupht wdbh jupunp
U htnmwppppuwpwnpd tpwug hwnnpnbne, htswybiu twl hwugbiwnhpng Ypw
gwuluwyh utipgnponipjniu niukuwnt tywwnwny (Grice, 1975, Lo 52): Cuwn M.
fpwnith b U. Luhtunup’® Gpujuh hwdwgnpswlgnipjut jupgqujunuubph
[uwfundwt nng pupwgpp Yupbih £ ujupugpl) wjuytu® 1 - pwuwyh fup-
qufunuh fuwjumnidp hwugbgund B w. swihhg phs mbntiuwnynipinia nw-
Inty, p. swthhg o nmbnGuwnynipyniu mwniy, g.mwynninghuwh jud unt-
twpwunipyuy, 2 - npuyh jupgqujunuh fuwfundwy wpnyniupnid wnwowunid
tu hbquwup, thnfjuwpbtipnipiniu, hobunpuwwu hwpgtip, 3 - wbnhumpyuu
Jupquwjunuh fuwjundwt yuwndwnny héwnbjh hpwy hdwlubp tu unbns-
ynud, 4 - duh Yupquiunuh juwhundwu wpnpniupnid wnwe £ qujhu Gpyh-
dwuwmnipini, wunpnonipiniu b gtinsnid (Brown, Levinson, 1988, Lo 217): Gpwy-
up npuyh Jupquwjunuh fuwjundwu wpnyniup B hwdwpnd awle swhwquiu-
gnipjniup (Grice, 1975, Lo 53):

G448 fununypnid gnponid Gu ny dhwju Gpwjuh wnwowplws hwdwgnp-
owlgnipjwu Jupquiunuutinp, wyl punwpwywpnipjuu uljqpniupp: . Lhsp,
qupqugubiny Gpuyuh qunuthwpubinp, pungontd £ hwnnpnulgdwu pupwug-
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pnid hwdwgnpswlygnipjuu uljgpniuph Jupbnpnipiniup b dbwlbpuynud L
punuwpwyuwpnipjut htnbyw Ytg Jupgquiunuubpp” wmwynh, dedwhngnipju,
hwjuwunipjuu, hwdtunnipjuy, hwdwdwjunipyuu b Juptgnipjwu, npnup
ninnyuéd Gu hwunnpnulgnipjut wnwytl] wpnniuwytn b ubpnpuouwly Jug-
dwybtipydwup (Leech 1983, Lo 79): Gpli mwinh Jupquiunup Gupwnpnud k,
nn fununnp tuwqbgunid £ juwpwuh Juwup b dkbwgunid upw ogninp, wyw
ubbwhngnipjut jupqujunup gnpénid L hwjunwnpd’ fununnp auqbgunid
E utithwlwu pwhp b dkswgunid ubithwuiu Juwup:Luduwunipyuu jupgujun-
uh ppowtwynid fununnp npuluwunpbt wpdunpnid | hwugbiwnhpneg wudn
Jwu gnponnnipjniuutinp, dhusnbin hwdbiunnipjuu jupquwjunuu ninnus £
fununn h Ynnuhg ubithwlwu wpdwuhputiph twqugniu pungodwun: Ludw-
dwjunipjwu Jupgquiunuu ninnyuws L qpniguyhgutiph dholt wnjuw wmwpwdwy-
unipyniuutiph dbindugdwun, hull Juptgnipjuu upgquunup tyuunnd L
thnfuunuwnd hwuypnipjut ajuqbgdwun b jupblgwuph pupdpugduun:

Utipnn

Uuquytignt gnpéwpup hwpguqpnygutiph atipulju hdwunwhu nupwnh
wnwuduwhwwnynipjniuutinph htmwgnunipniup juunwpdt) £ jtgugnpow-
pwuwluwu yhpniénipjwu dbpnnh dhongny: Woluwwmwupnid Yhpwnyt) L awl
hwdwnbpunwiht- “upugpujuu dbpnnp’ hwdwgnpéswlguyht hwnnp-
nuwlgdwu b punuwpwywpnipyuu ulqpniuputipp ytp hwubnt tyunwyny:
Jtipnionipjuu hhdpnid npjué Gt hwdwgnpswygnipjuu b punupwywnpnip-
jwu ulgpniuputipn: Munwduowuhpyby B gnpswpuputph b hwpgugpnigu-
Juwnubtiph wpmwhwynwé dnptipp, upuwug hpuwjuuwgpws fjunupwht wljun,
huswtiu twl wyn dnptph utpuwlju hdwunu nt wujwsh htmhwnnpnujgu-
Juu wqntgnipiniup: Lhnmwgnuinipyuu hwuunwuu uynipp wugtpbu pu-
uwynp b gpuynp gnpéwpup hwpguqnpnygutipu Gu (onipe 200-hg wyby onph-
uwly), npnup Ytingpky tup dh pwpp htnniunmwhwnnpnuywnutphg, pyny 32
gnpownuwn hwpgwqnuygutinhg punlugwéd dnnnjwonthg, huswytiu twl hw-
dwguuguwht mtntjunjuuu b jpunjuuu dh owupp wduwgptiphg nt
Juwyptiphg: owywh unnipjut yuwndwnny wyluwwnwupnid  Ynhnwupyytu
dhwyu npnp hwynuh gnpéwpwp hwupgwgnpnugutinh fjununyputn, dwuuwyn-
puytiu'R. Rtignuh, £. Cniygh, U. Enthh, L. b hutihdwuuwlgnipyudp:

Upnymuputip b puuwpynid

L8 Junnigwopwiht wnwoht thnip hwpgwuqpnygh uyhqpu £ nnonty-
Uh funup nt utipuywgnid, npu hpwwuwgynid E wmyjwy hwupnypeh punuw-
pwyjwpnipjwu unpdtipht hwdwywnwufuwt wpmwhwymnignuubpny: 4bp-
ohuutipu hwdwfu hwnnpnuwiguwlwy junuuwwpubp Gy, ophuwly” Welcome to...,
Thank you for coming..., We are happy to see you... [pupgUwunipniu’ Fuph
quyniup, Cunphwluynipinii, np Ghwp, Mpwpe EBup dbq pluiuky] W wyju: Tvn-
upupwgh uljgpuwuwu thnyu oqunid k, np wudhowuwu wugnid Juwmwnpyh
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dhowudyjw wuupluiun funuphg wpluwwnwupwihtu funupht, huswbtiu uwl
ayuuwmnid £ npuljuu hwpwpbipnipniaubph dbuwynpiwuu n yuhywudwun:
(nonyjuh funupuwyht thnip unynpupwnp Jupd mbunnnipiniu niuh. nw punuw-
pwywph tplununipiniu £ wpopju Jud wuuplnp pwubtph dwuhu (small
talk), vwjuyu *L8-nd wyu Ewjuu nbip ni gnpéwnnye niuh: Snpéwpwuwuu
wmbiuwuniuhg wyuyhuh qpnuygp nhunwpyynud § npytiv punwpwywnpnipjwu
huwpp® unynpuwpwp hpugybny dbwlwu hwpgtph dhongny: Ldwt tpljun-
unipinitup hwwnnty L junupupyuwu hwnnpnuygnipywun: ‘bokup, np funupwpn-
ynid mtpdhup ubpuywgyty £ pphnwuwgh dwupnupwu R, U hunduynt Ynn-
uhg 1923 pYwlwuuhu b ujuyly L juyunpbu Yhpunyty (Equpwunipyuy, hwuwn-
Juytu hwupwjbtqupwinipjuy vty uwhdwuybtiny npytu (kqyh Yhpwnnip-
niu ns ph wuywydwunpbu mtintuwwnynipiniu mpudwnptnt, wjjl dhowud-
uwghtu juy hwpwptipnipyniuutp dbwynpbnt tyuwnwyny (Malinowski, 1923,
Lo 315): @48-mu junupwpljuwu hunnpnulgujuu gnpéwnnypubpp htimbywju
Lt tpYlununmpyuu ulqph wgqnwpupnid, punupwywpnipju npubinpnid,
hwpgquwuph npubnpnid, Jupd qpniygh swjwnid, utipnuyuwl dpunnpunh b
hwpdwpuwybunipjuu wywhnynd, hwdbipuwpfunipjwu npubinpnud: 48 tpy-
nnpn thnip hwpgwqpnygh hhdtwuu dwut B, npnid upnn Gup wnwud-
uwguti] uh pwuh Gupwthnitin, npnup hptughg utpuywgunid Gu nbnGuwm-
Ynipywt thnfuwuwynid ni gjfuwynp hwpgbph putwpynid: 6y Gppnpn” tpoht
thnip hwpguqgpnygh wjwpnu B huynidp Jud bgpuhwugnidp, npu wnw-
ohtt thnih udwu hpwlwuwgynid £ gunphwljwnipiniu nt Ghwjunwghwunipiniu
wpunwhuwynnn hunnpnuijgujuu junuuywputpnyg: Snpéwpwuwuu-hw-
uwpwluwpwiuwwu ntuwulniuhg, npytiu Juunu uljqpuwluu b tqpuwhwug-
dwiu thniytinh hhupnid puwos | punuwpwywpnipjuu uljqpniupp (Yule, 1996;
Brown, Levinson, 1988), hulj hhduwlwt, wjuhtpu® wbtntjuwynipjut thnfuw-
twuwu nt hhduwuy pnduunuluyhu hwpgbph puuwpydw thnih hhdpnod®
funupuyhu wyntinph wpnniuwybn nt hwdwywnwujuwu jhpundw, b hw-
nnpuljgujuu jupgquwiunuutinph ywhwwudwu ulqpniupubipp (Austin, 1962,
Searle,1968, Grice 1975, Leech 1983):

Uwnnpl nhwnwpybup Upwppwpuh muopktu, hwynmuh gnpoéwpup {nniwpn
¢nigh Lnunnu phqutiu $npnid 6puwgph ppowuwyubpnid mpjws *L£8-u: Uhtus
nuwh)hd Uninp gnpstp’ gnpswpupp dbs Bypwuny gnigunpnid £ wmbuwhn-
Injuwy, npu wunpwnwnunid £ hp ttpuyugpuws juquwbpynipyuup b yw-
pniuwynid E funupwght ni ng funupwjht hwpniun wbintumynipyma’ hwu-
wtip, wqntighy wpmwhwynnipiniuubp, gniowht wuntputp b utpgnpénie-
jut wy) dhgngtip: Gnpoéwpwph ujup winp Juptih £ nhunwpyt) npytu
gnyuqn nu hupuwgnyuqn: Cwpguqpnygh uljqpuwui thogp ujuynid £
GL8-ht hwwnnty junuuwuwpwihtt dbwswhny® nnonyuh funupny, Juquwlbp-
wnipjuu dwuhu nyjwjutiph npudwunpdwdp b phqutiuh hhduwnpdwu dwuhtu
wyuwwndbnt wnwowpyny®

Interviewer: President, Chairman, and Chief Executive of Starbucks, Howard
Schultz.
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Schultz: Thank you.

Interviewer: Welcome to London. Some of our former business secretaries may
not know who you are, but I can assure you we do, and it’s a privilege to have
you with us today.

Schultz: (smile) OK.

Interviewer: Let’s just put a little bit of context on where we are... Starbucks
is forty years old this year. You have almost 17,000 stores and 200,000 employees.
You have annual revenues—well—in excess of 10 billion dollars. Starbucks has an
extraordinary history, and we’re going to explore some of that history today...
(pupguuwiunipini’ Cwpguqgpniguywnp.— Upwuppwpuh twluwgquh, Jupsnipjut
uwfuwqwh b gnpoéwnhp wmuopku Lnniwpn Cnig: Cnijg.- GCunphwuwy Gu: Lwp-
gugpniguywp.~Lwph quniun Lnunnu: Eynundhluwjh npn) awpuht twjuw-
nwputip gnigh sghwnt, ph nnip ny tp, puyg Yupnn td Junwhtgul), np dkup
ghwtup, b Uké wuwnhy E dbq wyuon hymppuuwy by ¢niyg.~ (dwyynnud £) Sunp-
huuw) bd: lwpgugpniguyup-vbipuyugubtd, pht hus dtnpptpmdubp ni-
utiup... Upwuppwpuu wju nmwph nueunid  pwnwunit mwpbjwy, niutp dnn
17000 updwpuwt b 200 000 wptuwwnmwyhg: Swpbwu Gudnunutipp qquhnptiu
gtipuquugnid tu 10 dh)hwpn nnjupp: Upwppwpup pugwnhy yuwwundnipintu
niuh, b wyuop dtitp wwumpwuwnynid Gup niuntduwuhpl wyn wqundnipjuu
uh dwup...) (London Business Forum, 2013)

G448 Jtpnuoyw) hwnmywénid hwunnpnuywupp nhdnmd § dh huwph, npp U
baquuwynyuu wujuwunmu £ «upyuwontpiniu hwubynt dbpnn» (M3Maiinosa, 2009,
Lo 88): Wn utpennh hhdpnid pujuéd E hnidnph ud hnidnpuyht wuwnpyh
Yhpwnnidp @£8-h uqpuwlu thnynid' Some of our former business secretaries
may not know who you are, but I can assure you we do, and it’s a privilege to have
you with us today.[pupguwunipini’ Eynundhuyh npny twjuyht twfuwpup-
utip gnigh sghwtu, ph nnip ny bp, puyg Jupnn td Junwhbgub), np dbup
ghwbup, b U6 wwwmhy L atiq wyuop hynippulju by :]: Lwpyh wnutiiny Upwp-
pwpu unipdh wdnn dnnny ppuljuunipiniup, hwnjuybiu gnpdwipwn npnpunh
dwpnuug opowunid’ hunnpnuywpp  Juuwyny b ubipwu Yhpuyny wy-
wpynud L uwfuyha may not know [pupguwunipiniu’ gnigh sqhnbu] b utip-
Juihu gnpbwpupubph b hwapnipywu we do [pupguwunipymy’ dtup qghnbup]
htnmwppppnipywu hnthnfunipyniup myjwy ppkunh aundwdp: Snpoéwpun
onignp Juumwyhu wpdwgquupnid 5 dyhwnny, hushg tpund B, np unbinoy by
E qpnigtiint pupthwd dpuninpun: junthtnl upwu mpynud £ hwpg, npny L
wugnid E juunwpymd  hwpgugpnygh hhduwui’ ntnbunyuwljuwt dwupt:
¢nijgh funupp ujuynud L twjuwpwuhtu punpn) Junwuwwpuwhu wpunwhwy-
wnipjniuubtipny, npnug dhongny hpwgnpéynid £ ounphwljwnipiniut wpunw-
hwjnnn  wpnwhwjnswuu fjunupwyht wn: Lwfupwu hptit mupjuwsé hwpghu
wwwnwufuwubp® Snigp twhu nhdnid £ nuhjhdnid Gunwé hwun huwnbtiuh
U, punwpwywnpnipjuu juunuutpht hwdwdwyu, hp Gpujunwghwnnipniuu
L huynunid upwig abipu gquuybint hwdwp® Thank you. Good morning, and
thank you all for coming. I really appreciate it very much. [pupguwunipjmu’
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cunphwunmipiniu: fwuph nyu b gunphwunipiniu pninphn, np &Yt Gp: Gu
hujuytiu npu puwn G qguwhwnnud:]:

Cwnpgugnpnigh httmmbyw; hwnywénd wuninnuyh hwupghtu wpynn wuw-
nwufuwuny ujuynd £ L8 tpypnpn thniyp, nph pupwgpp Jupguynpynid
£ Gpuyuh hunnpnulguljut jupgujunuutiph dhgngny:

Interviewer: 1 want to start by looking at where you started, and I'd like you
to tell us a little bit about what it was like growing up in the projects in Brooklyn
in the 50s and 60s.

Schultz: OK. Thank you. Good morning, and thank you all for coming. I really
appreciate it very much. My—my story, I think, has been well told, and I grew
up in what is—what is entitled in America as the projects, which is federally
subsidized housing—er—really, literally on the other side of the tracks. My dad
never made more than $20,000 a year. He was a blue-collar worker, and I think
[ saw, as a young child, the fracturing of the American dream. And unfortunately,
my parents were not educated, and they didn’t have the resources to take
advantage of what America really had to offer. And I think that really did shape
how I would see the world. If I took you where [ grew up, the odds on me getting
from there to here is not something you would have bet on. If you look at my
story—it’s not a Hollywood movie. It’s real, it’s authentic, and it happened to me.
I am not smarter than anyone else, and it can happen to you. [pwupquwunipjniu’
Lwpgugpniguwywp.— Swuunid td uljul)’ htmwnwpa hwjwugp qglny wug-
juht: bguuuuwh, np wuwdbp, ph husybtiu tGp ujuly, uupwuagpbp, ph
huswyhuhtu Ep dwulnipiniup Apnip) hyywu hwupujugupwuutipnid 50-wju,
60-wlwuutiphu: ¢nijg.—- Lwy: Cunphwuwy Gd: Fwuph nyu L Yunphwywnip-
iy, np GYb) Gp: Gu hpnp nu yun quuwhwwnnid Bd: bd, hd yuwwndnipiniup
Jupénud B puquhgu ubpyuyugyby b Ukdwgl) bd wyjuybiu Ynsgwd wdb-
nhpwt hwupwjugupuuutpnd® whnwuwunptt $htwtuwynpynn hwdw-
|hputipnud, npnup hujuwtu hwuwpwluwwu b unghw]-nuntuwljwu wpnidny
swn wuwwwhny dhowjuwypnid Gu gunuynid: Lwypu Gpplip muptuu 20000
nniuphg wyb sh Juuwmwyby: ‘bw pwuynp Ep, b Jupdnd Gd' nbin dwulnig
wuwuwwnbiu tnu wdbphlyuu tpuquuph dwfunnuwun: 6y guynp, sunnubipu
pwpdpwgniyu Ypenipiniu b nbunipuutp sniutiht Udbphuyh htwpwydnpnip-
yniuutiphg oguybtnt hwdwp: Yupsmd G0 htug nu bwwybiu wqnbg hd w)-
fowuphpuudwu dbwynpdwa Jpw: Gph dbhqg mwubkh wju Juypp, npnbn
utowgly td, ndjup pbt hwjwwwihp, np Gu Jupnn bh wynwuntinhg hwuuby
wjuwntn . udwu hinwuljup hwughy ph npuk dtyp juufuwwnmbubn... Gpb awtp
hu wuwndnipyjwup, Jubtuutp, np nw hnjhyningwu $hjd sk wyut hpwuwu L,
wuwwnwhby £ hkug hud htin: Gu ny dtijhg wybh fubjugh std: ‘unyup upnn
L quwnwhb) awlb dkq htin:] (London Business Forum, 2013)

Jbtpnisynn hwnduwéenid hwnnpnuuph hwpgu wuninuyhnptu tupun-
nnud £ pwuwyh jupquiunuh yuwhwwunid, uwjuyu gnpéswpwnpn npn) swthny
otinynud £ pniu hwipgunpnudhg b, hhotny fpniyhuh hwupwjugupuuutipnid
wugugpwéd nwphubipp, wuwudnid £ ny dhwyu hp dwuynipjwt, wyl punw-
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uhph dwuht: ‘bw hwwnniy pungontd £ punwuhph nddup unghwjuuu wuwy-
dwiuttipp” ubtipuyugubting npwip npwbu swupdhs nid: Sniygh funupnid gnponid
L pb wbinhinpuu, pt npuyh Jupguiunuutpp: Wnwehuh dhongny tw hp
wugjwp hwdwnpnid E utipuyhu atinpptipnidutiph htiwm, huy tpypnpnh dhon-
gny wnpwdwnpnud £ hp dwulnipjuwun ybipuwpbpnn hwjwumh nt thwunwgh
wnbintynpniuubp: Snpowpunpn junupnd awlt jhpwend  thnfjuwpbipnipini,
hush wpryniupnid fuwfunynid £ npujh Yuwnpquwiunup: Business is a team sport
[Pupguwunipiniu’ fhqubiup phuwht uynpw L) wunyph dhongny gnpéwpu-
np dbwynpmu E gniquhtin uynpunp b phqutivh dholt™ stionwnptyny, np tpynt
ninpunubtinnud £ thnfjuwowlgnipiniut ni phdwht hwdwgnpséwlgnipiniup niubku
hhduwpwp wywuwynipmu: Snpéwpuph junupmd wnluw £ bu dbGy npuyh
fJuwfunmd® wpnwhwynyuws swhwquugnipywu wbkupny® They wanted to hang
me from the roof [pupguuiunipinmt’ Lpwip guuwund bhu hud wpwuwnmwn hg
Jufuby:] (London Business Forum, 2013): Wupnipw, upwu ns np skp Jujubjn
wnwuwnwn hg, uwjuju hwjunwy Ynnuh pwupynipjui nidgunipiniuu nt hpw-
Jhdwyh [ponipiniup utipjuywgubint uyuwmwyny gnpéwpwpp Yhpwend | sw-
thwquugnipiniu, npny b fuwfunynud L hwunnpnulgnipyuu npuyh jupgu-
funup:  Npuyh fpwfunnd £ junwpynd awbl, Gpp gnpowpwpn, gniyg tmwnt
hwdwnp qunuthuph wuhbpbe |hubnt pupdp wunhdwup, hwdbdwnnpjwu
vhongny dhwpp ubipluyugunid £ npytiu unyuwpwunipiniu b mwuynninghuw,
pwih np hp ndjwy puyp Unyuwgunid B htnlyw) wuhbpbp hpuy hdwyh htan'
...this would be like, you know, a company that produces a car saying, “We know
we've got to go back to the assembly line and understand how to construct an
automobile.” [pupguwunpymy’ Uw udwu Yhuh apwi, tpp wjundtptiiw wp-
wwnnnn Uh puytpnipynia wup' «Ghwtip, np whwp L Jbpununuwup wgunn-
Ubipbuwttiph hwwpdwt thny” hwujuuwn, ph husybu Junnigl) b untinsty
wywnnutipuwutin»:] (London Business Forum, 2013)

SYyw FL8-mu hwnnpnuwywph hwpght, ph wpnnp gnpéwpupp hwdw-
dwju £ wyu upshph htim, np hptu hwdwpnid Gu wupunipjudp munwwnn
Wwpnuwihu dwnn, nipgn wwihu  puwn Gpljup yuwwnwufuwu b funuph Yhuhg
unyuhuly ptinynud L pniu phdwjhg, hush wpnniupnid fjuwfunynid E hwunnp-
nuwlgnipjuu pwuwlyh, htswybtiu twl npuyh Jupgquwhunup: Snpéwpwpu hp
funupu wyuwbu £ swwnud, np wynp hwpght ywwmwufuwubhu wugnid £
Juuwpnid hp wyjuwnwiupht, putpnipjuup b wpnwnpuupht’ ayumuy
niutitwny Uty wuqud bu ubpwuqnt) niuljunph Gupwghwunwlgnipjuu nt ht-
wnwqw punpnipjut Yypw'

Interviewer: You had an interview with The Times, and The Times described
you as the man who sells 11 million cups of coffee a day. It describes you as an
emotional insomniac, full of nervous energy. Is that an accurate description?

Schultz: T don’t think so (laughing). I don’t—I don’t sleep a lot, and somehow
people have run with that in a way that is, you know, this great myth of... but
no, no. I think I have a level of curiosity about our company and the world that
is greater than the sandbox that I'm in, and so, you know, I open the book with
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the example—an experience that I had—that probably a thousand people would
have walked by. But something—there was a twinkle in what I saw in the windows
of that store—that I had to investigate. And this was all the Lorenzi’s cutlery store
in Milan. And I—I opened the book with that because, being an entrepreneur, I
think you’ve got to be open to the world, and you have to understand that there
are so many things out there, and you never know—there could be something,
a little something, that could provide you with a whole new way of thinking, a
whole new roadmap. And when I met Aldo Lorenzi and sat down with him—here
was a guy who’s close to 80, and he has one store, but that store is a shrine to
what it means to be a merchant. And I wanted to sit down with him, despite the
language barriers, and just be at the foot of the master for, as whoever hoped,
for however long he would allow me—just to talk to him. And it’s that kind of
thing, I think, that I don’t want to avoid: being curious. I don’t want to—and I
want to avoid thinking that Starbucks Coffee Company and all our people have
all the answers, because the consumer has so many choices, and the consumer is
walking by all of these stores, and they’re seeing all these things. And my interest
is: how could we advance the company? how can we get better? and what else
should we do in the future that leverages the infrastructure and the capabilities
that we have beyond what we're doing today? [pwpguwunipinm’ {wpguqpni-
guijup.~tp hupguqpnyg tp nyby (Guydg ptippht, U wydqp dupugpty
L datiq npubiu dwpn, ng opwljwtu Juwdwnnid § 11 dhjhntu pwdwl unipg: Qbq
ujupuwgnty £ npytiu hnyqtipny [tgniu b wupunipjuldp nmwnwwynn tyupnuw-
jht dwpn: Gw dfon uupugpmpni b Cniyg.—- 2bd Jupénid (Shéwnbyny):
15, Gu sbd... Gu o sbd pund, W hus—np Yepw dwpnhy nw ybipwst) Gu dh
Utd wnwuwtbith, puyg ng, ng: Yupémid GU' hd htimwppppuwuhpnipjwu dwljwp-
nuyp pt dtp puytpnipywy, ph wyluwphh Wundwdp gbpuqugnid E wyu
uwhdwuubipp, npnug dbko wydd gunuynid tid: M htiug wyn yuwndwnny, ghwubp,
gppnid ywwndnipyniup ujunid G dh ophtwyny® uh thnpdwnnipjudp, np ni-
utigt] td. dh pwu, nph Ynnpny hwuwjuwuwpwp hwqupuynp dwpnhy wughly
Ehu wuwnwpptp, puyg tu dh thwyp mbuw wynp juwuniph ywunnthwuubpned,
npp unhwtig hud Juug wnubl] ni niumduwuhpt): Sw Uhjwund gunuaynn
Lnptiughh nuwuwlwgnpénipyjuu juwunipu tp: 6y Gu... tu htug wyn yquwn-
unipjudp b ujutigh qhppp, npnyhtiml, hd Jupshpny, tipt nnt dtnuwuplu-
wtin tu, wybwnp L pwug 1hubu wpluwuphh wnwye: Mbwmp L hwuljuuwu, np wp-
fTuwphnid wyupwitu pwwn pwubp Jui, b tppbp stu Yupnn hdwuw)® dh thnpphy
pwu Jupnn | ptig mw) wdpnnonyht unp dnwénnnipniy, unp ninnnipjniu:
Gy btpp tiu hwunhwytgh Ynn Lnpkughht nt tunbgh upw htn qpnigbne...
whw vh dwpn’ gpbpt nipunta mwptjwy, nd muh punudbup by juwunip,
pwyg wyry fuwunipp dh uppwyduwyph £ Jtpwst): Uhw ph hus £ upwuwnid |h-
ul huuywu Judwnwlwu: 6 Gu nignid Eh aunty upw htwn, qpnigl)— suw-
Jjuwd [iquiut wpgh)phu—wwpquubu (hut) Jupwytnh dnn’ npput poy)
Juw, qupquubu uly upwu: 6y hbug wynwhuh pwutipu Gu, Jupond GU, np
hud unhwynmu tu synpguti httlmwppppwuhpnipniuu: Bu std nignd dnwst,
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np Upwppwpu unipdh pultipnipiniup b dbp nne phuu wpntu niubu pninp
wuwwnwufuwuubtipn: s, npnyhtimb yywpnnu wjuop muh wuuwhdwu pun-
nnipjniu. tw puwynid | wyu juwuniputiph Ynnpny, mtuunid £ wdbu hus: buly
hud httmwppppnid £ huswybiu Jupnn Gup qupquguly puytpnipyniup, husytiu
Juwnnn Gup nwnuw] wybh juyp, b hus upnn Gup wul] wyugqunid, hus-
whtiu wnwybjugniuu ogunnwgnpotup wyu Gupwlwnnigjuépubtint ni Jupn-
nnipyniuutinp, npnup wpnbt mubkup' ghipwquugbing wyu, huy wund Gup
wyjuop:] (London Business Forum, 2013)

Gnpéwpwph funupnid, pugh pwuwyh upgujunuh fuwfunnidhg, auwm-
ynid Gu uwl duh Jupgquwfunuhg obndwt npny sushtu b ny bujuu npublnpniu-
ubip: “bpwup h hwywn Gu quihu, tpp tw dhbiunyu pwop dh puuh wuqud k
Yplumd’ dudwuwy pwhbynt ud dhwpp dbwybpybne ayuwnwny, Jud
wpunwhwjnnipjwt Yhuhg hnjumd E wubjhpp' @wfunppp ponubiny wiw-
Jupwu: Wu tpunyputipp punpny tu pwuwynp junuphu b sku fuwjunnid npw
Juunuwupgqyuénipiniun:

GL8-nid hwdwju wpmwhwynynid £ mwljnh Jupgquwhunup, hwnjuytu
wyu ntiypnid, tpp gnpéwpwpp ubipuywgunid L b uygunnnutipht thnfuwugnid
oguwlwp ntintuwnynipiniu ujupugnpynn wypwuph Jud swhwybin wuy-
dwtubtp wnwowpynn Swnwynipjwt Ytpwptpyuy® hp junupp jupnmigbny adw-
twwnhy Junuuwwpwhu Juonygubpny® 1 am glad” happy/ pleased to inform/
present/offer [pupgUwunipnit’ nipwlu bd mbntjuguty/ tbpjuywgul), wnw-
ownlt]: Smynh jupgqwiununy £ twle hwunnpnynid uyunnnutiphu odwunw-
ytnt, oguly Ynnuunpnpybynt, wnwownplynn mbuwluwunig wdbku hwdwjunp-
nh hwdwp wuhwnwuu ywhwugubiphtt hwdwwwwnmwufuwt jujwgniyu pun-
nnipinia wukiny, hwyb)jjuw; dwupwdwuubp hdwtwnt yuumpuunwjudnip-
jniup, npu b wpnwhwynynd | adwy Yuenygubpny® For further information/
If you have any questions please contact me/ us/ our company manager/
consultant... [pupgUuwunipinit’ Wt h dwupudwut nbtntynipiniuutph hwdwp
/ Gpt hupgtip niutip, fuunpnid tup Juwy hwunmwwnty hd/dtip/dbp pultipnip-
juu dbubiobiph/funphpnuwunnih htin]: ‘unphg wunpunuwepuwny £. tnijgh 48—
hu' upkitp, np gnpéwpwph funupnid wynhynptu npubunpynid Gu dkdwhn-
gnipjwu b mwlynh Jupguiunuutipp. aw tpwmwnpnid K, np juwnwnpynn pn-
Inp puyitipt ninnyué Ga uywnnnutph pujwpupuontpyut wwywhnydwup’
Juplnpbny Ybpohuutinphu wwhwugubipu nt junshputipp: Lhwnbyw; hwuwnmw-
nwluwu wunypubpny Cnigp tjwqgbtigunid £ hp utithwuu nt juquuybp-
wnipjwu swhtipp, b dkdwgunid hptug Ypwd Juwup' We always put the
customer first, Everything is done to meet the clients’ needs..., We try to satisfy the
clients by using the latest technologies to produce the best product...: [punguw-
unipynit’ Utiq hwdwp wnwouwyhup dhpw hwdwfunpn B Wdkt hus wpynid
L pujupuwpbint hwdwfunpnutiph wwhweutipp: Ukup thnpanid Gup puduw-
pupb] Upwig’ ogunwgnpstny wdkuwybtpoht wkjuuninghwubtpp jwywgniyu
wypwiupp wpnwnpt hu:|

Gnpéwpwpp hwpgbipht ywwnwujuwubjhu dWunwwybiu ogunwgnpond |
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wuwwtipuynp b dwupwdwut funup, nph wpryniupnid upw funupp Junnig-
Ynmid £ hwpwpbpnipjut jupgwfunuh hhdwu 4pw’

Interviewer: 1 would like to ask you about your decision in 2000 to step down
as chief executive. Looking back, do you regret that? What was the, um, decision-
making process behind it at the time?

Schultz: Well, the truth was that Starbucks—since we went public in June of
1992—for 15 consecutive years was basically on its magical carpet ride, in that
everything we touched—new products, new cities, new stores—just seemed to
turn to gold. And what I write in the book is that we were never that good. In
fact, the growth and success of the company, in many ways, covered up mistakes.
[ left in the year 2000 as CEO, when things were extraordinarily good, and up
until around 2005 to 2006, things continued that way. But I began to sense that
we were measuring and rewarding the wrong things. In fact, growth—and our
relationship with the stock price and Wall Street—had somehow become integrated
into the core purpose of the company. I wrote a memo to the then-CEO—a very
good guy, a leadership team guy at the time—and I should say, I had written
hundreds of memos over the last twenty years. It was not meant to be an
indictment or criticism, but rather to express my passion, my love for the
company, and my concern about what was going on. A few days after that email
was sent, there was a knock on my door, and my world was completely turned
upside down—because the memo was leaked. And after it was leaked, it created
a firestorm of negative publicity. Competitors, employees—everyone got involved
in this narrative where the headline was “Schultz Indicts the Management of the
Company” and that he had lost confidence in the leadership of Starbucks. And
that really wasn’t the case. However, in the weeks and months that followed, the
cataclysmic financial crisis was approaching, and the very things I had written
about began to surface. And to make a long story short, the board and I determined
that I would return as CEO in January of 2008. [pwupguwunipinit’ {wpguqgpni-
guyup.— Yguuuuwgh hwupguty Qtp 2000 pywljwuhu gnpswnhp muontiuhg
hpwdwpybnt npnpdwt dwuht: LEnmwnwpd hwywugp qgbiny’ wipnnp withun-
unid tip wyn npnodwt hwdwnp: 0°pa Ep, hd, wyn dwudwuwl wyn npnpdwu
hhduwywwndwnp: Cnijg.- b, dydwpunipyniuu wyu k, np Upwppwpup, 1992
PYwlwuh hniuhuht dtip pwdubtnndubpp hwupwhu nuwpautinig h Ytip, 15
wnwnh yupniuwly Jupstiu jujuwpnujuy gnpgh ypw thubkp® wdb huy, hushua
utiup atinp Ehup wwjhu’ Unp wypwuputip, unp punuwputp, unp juwunputn,
Jupotu yupquuwtiu yipwéynid Ep nuynt: buly wyu, hus Gu gpnid Bd gppnid,
wju k, np dkup tpplip wynpwtu juyp skup tnbp: bpuuumd pulybpnipyutu
wdnp b hwonnnipiniup pum wnnidubtipny pwpgnpty Gu ujuwjubipp: Gu hinwgw
2000 pywlwuhu’ npytu qjuwynp gnpéwinhp wuopkt, tpp wdbt huy pw-
gwnhy jwy Lp, b dhus onipe 2005 Jud 2006 pywlwup wdku hus wynwbu 5
ownpniuwlytig: Fuyg tiu ujubigh qquy, np dkup ufuw) pwutipu Gup quwhwwnnid
U fupwjuniunid: bpuwuwiunid wdp® b dbp hwpwpbpnipimat wpdbpnpbph quh
nt (lin] Upphph htin, hus-np Yipw nupdly Ep puytpnipiuu hhduowuu ayu-
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wnuwyh dwu: Gu dh hnipwghp qpbgh wyu dwdwuwlyuw gfuwdnp gnpownhn
wmuonkupt’ pwwn juy dwpn, phdwght wnweunprn kp wyn dwdwtwly: Mbwp k
wubid, tu Yybpohtu puwiu mwphutipht hwpynipuwynp hnipwgnptip bh gpbp: w
putwnuwnnipiniu jud dtinwnpwup skp, wy) hd Ypph, pultpnipjuu hwuntiy
uhpn U Juwuwpynn hpunwpdnipiniuubiph pnipe dnwhngnipyuu wpnwhw)-
wunid: Uh pwuh op wug, tpp wyn EiGupnuwht twdwp ninuplybg, dtyp
pultg hu nninp, b hd wpuwphp wdpnnontpjwdp opoytig, npnyhtimlt hnpw-
ghpp wpunwhnuti Ep: By npw wpnmwhnuphg htinn untinéytg puguuwljuu
hpwwywpuuwyunipywt hujulwi thnpnphly: Upgwlhgutpp, wpluwmnwlhgut-
np’ pnnpp atippwpytight dh wwwndnipywi dbe, nph Jtpuwghpu Ep* «Gniygp
utinunnpnud £ putipnipyuu nGuwywnnipjwup», ph hpp tw Ynpgnpty £ Junw-
hnipniup Upwppwpuh wpwounpnnipjwu hwunbw: Fuyg hpwuwund nu
wjnuwtiu skp: Wuntwdbuwjuhy, hwonpnnn pwpwputiph b wdhuutiph pupwg-
pnid dnnbuntd Ep Ynpowuwpwp huwvuwjuu dqguwdwdp, b htiug wju
fuunhputipp, npnug dwuht tu qpby Lh, uubght h hwpun qup: GYwupd wuws’
funphnipnp b Gu npnptighup, np Gu Jybpununuwd npytiu gpfuuynp gnpow-
nhnp wuoptu 2008 pYwlwuh hniujwpht:] (London Business Forum, 2013)

Jbtpnupyu hwnyjwonid gnpowpupp punniuncd E, np hp Juquuwytpuynip-
niuu wugyunud pny) § wnygb) dh pupp phqutiu ufuwjutin b sh tnt) uwnwpyuy:
Wu hwdwwnbpunnid upw funupnid npubunpynud  hwdbunnipjuu jupgu-
funuh Yhpwnnidp: ‘unyu hwnywénid gnpswpupp dhnntdawynp Juwugnid
E hp hwupuwht npuut htinhtwynmpmmup’ hwiunbu qunyg wultns b hup-
twpuuwnuun quuwhwndwdp:

Cwnl § Wb, np gnpswpwuwluu Ggupwunipjuu dby wnwugpwjhu
wtin L gpuygnd M. Ppuniuh b U. Luhuunuh wmbunipiniup, pun nph punu-
pwjwpnipiniup (kqujut dwupmwdwpnipiniuutph wdpnnonipyniu £ auqu-
nwuninnjusé qpniguyhgutiph <<pbtidp>>-h, wyu £ hwuwpuwuui Jup-
Juupoh wwhwywidwup:  «adp»-h° hwipwhtt Jupyh wnbunpniup (Face
theory) wnwy L pupyti wdbtiphjugh wwuwynp unghning &. “n$dwuh Ynn-
uhg ntinlu 1960-wwiuutipht b htmwquynid nunpdby £ punupwywpnipjuu
wmtiunipjwu hhdtwuwu hwulwugnipiniuutiphg dtiyp, npu wudhowljwunptiu
Juwynid £ hwpgquuph U pwunwpwywpnipjuu hwuljugnipniuutiph htin:
Uwnnuyht hwunnpnulgnipjuu pupwugpnid dwpnhy dh Ynnihg dgunid tu
uhpyt, quwhwwnyby, punmuyt; hwiupnipjuwt Ynndhg, wiu B yguwhywuby
hwuwpwuwy ppwlwi hwiapwht Jupyp, dnu Ynnihg' thnpand b
wquwn |hub) b stupuplyt) nhdwghuh wwpnwnpuputiphu: Ytpehuhu ntu-
pnud funupp qunud | puguuwljus Jupyh dwuhtu ( Brown, Levinson, 1988, Lo
61): Cunhwunip wpdwdp ¥L8-mu ph hwpgunpnnp b ph Wwwwufuwinnp
hwuwpwuluwu npuljut npbdph yuwhywudwu dhongny wupundtio owuntd
LU wywhnyb] hwupnipwihtu unpdtiph ubpnuuwynipiniu huswytu yuppug-
ond, wyuwbtiu b funupnmd: Uwluwju (hund Gu nbuypbp, Gpp gnpdwpupp
unhyyws £ jhumd Juwugl]; hp hwipuht Jupyp’ squnwugbnt hudwp
hwupnipjwu npwluu Yunpshpu hp b ubpuyugynn Juqudwltpuynipjuu Y-
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nwpbpuy: Lwupwiht yupyh yunwugnudp hwqunby hwunhwnn  Gplnygpe
L @48-md: tw uunmwpynud E dwutwnpuybiu gnodwu b juunwpywéd ufuw-
Lh hwupwyht Ytpyny punniudwi, htsytiu twle ninhn jud wuninnuyh ab-
pnnnipjwu hwygdwt wlumh dhongny: Uthunuwupt nt ubipnnnipijnitu hwjnub-
In pun Lhsh wnwybjugnyjuu Gt Junmwugnd jununnh hwupwhu npuljuu
JuwnUn (Leech 2014: 132): ‘bdwu funupnid gnponid E hwdbunnipjuu Jupguw-
funup, npuntin wnlw G 7 am sorry/ I feel bad / We regret... [punguwunipjniu’
Buwynid td/ Juwn td qgnid/ withununid, gnontd Gup] funupwyhu Yunnigubip:

Nruniduwuhptny uywpnnubph dtjuwpwunipyniuatpp’ mbuunad Gap, np
gnpéSwpwn Cnipgh funupp ybpnupyu; $48-md dbdwdwuwdp hwuunmd L hp
uywwnwlyht, pwuh np hwupnipjwu npnpwh quugywé hpnp punniund B, np
Juquwytpynipiniup awju b wpwye dwpnutumpnu L, b ntujwpp uygu-
nnnh pwhtipp ytp L nuund uquwytpuynipjuu owhtinhg: vhipyujugutiup
npno uywnnnubtiph npujuu guwhwnnnuuu dkjuwpwunipiniuutpp (70%-
hg wybihu)’

- He just got the second position on my favorite entrepreneurs chart, right
after Richard Branson.

- He is a good man and talks sense.

- Great video! It is more than coffee!

- Great thoughts and insights... No oganization will succeed without embracing
change in the rise of networking and collaboration...

- Howard Schultz is a great man, and had made Starbucks the success that it
is today.

- I love Starbucks business system. [pupguwunipim’ ~Lw htug Unp qpw-
ntigntg tpypnpn hnphgnuwywup hd uhpth dtntwpyuwnbptph gniguyned
(thswpn Fpkuunuhg htinn: -bw (wy dwpn U jubjudhn B fununid: -Lhw-
uw h mbuwynie E: Uw wybjhu E, puu gqupquwbiu unipg: -Zhwuw) h dnpbip
U funphdwun nhunwpynudutp... Qs dh Juquwtpynipinia sh jupnn hweonnt,
tipt spunniuh hnthnfunipyniautpp’ Wuwydwuwynpyus hwdwgnpswlgnipywt
U uwbiph wdny: - {nniwpn Snigp hhwuwh dwpn B, b htug uw L Upwp-
pwpup nwnpdpb] wyu hwennuwly pptiunnp, huswhuht wyu wyuon k: — Gu uhpnid
td Upwppwpuh phqubtiu hwdwlupgn:] (London Business Forum, 2013)

Npny uyuwnnnubph hwdwp gnpswpwph funupp hwdnghs sk, pwuh np
upwup mubu hpbkug wpnbu hul dbwynpywd pwguuwlwu Jupshpp, npu
hwunpynud £ Cnijgh ptpwd thwumwplutiph htivm: Ukluwpwunnutph 30%-
n wpuwhwynmd L htmbyw) Yupsdhpp'

~Yup. Very interesting. I quote,Howard Schultz pays himself over $9200/hr,
the highest CEO pay in the industry. He pays Starbucks workers an average of
$8.79 an hour, amongst the lowest of major US employers. What’s wrong with
this picture?

-In UK some Starbucks are horrible. Customer service in Windsor’s starbucks
is so low and rude. I never go there anymore.

-If it wasn’t about profit would you be doing it?
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-Maybe if he feels so responsible he should remove the excessive amount of
sugar in Starbucks drinks.[pupquwunipiniu’ -Wn, pwuwn httmwppphp L: Ubiopb-
pnud B, Znnuwapn Snigp hupu hptit ydwpnd § dwdwuu wyth puiu 9200
nnpup’ |hutyny ninpunp wdbuwpwpdp Jupdwwnpynn gnpéwnhp wnbopkun:
Uhusntin uw Upwppwpuh wpfuwwnmwhgutipht ydwpnid | dhohunid dwdwwu
8.79 nniup’ nunuwny funpnp wdbphlyuu gnpbwwnniubtiphg wdbuwgusn
Jwpdwwpnnp: bus-np pwt ufuwyg sE wyju wuwntpnid: -Uug)hwynid Upwp-
pwpuh npnp Ytnbtp uwpuwthbh Gu: dhudnph Upwppwpunid hwdwhunpn-
ubiph vywuwpynidp pun guop dwjupnuwyh ypw £ b Ynyhwn: Wk tppbp
st qumd wyuntin: - Bpt pwhnypp smubtwhp, nuw Yuubthp: -Gngh, tpb
hupu hptt wnpwu yuwnwujuwuwnnt £ qgnud, whnp £ hwuh Upwppwpu
puwt hputipnud tnws swthwquug pwwn pwpwpp:] (London Business Forum,
2013)

G£8 fununypnd tpptdu hwunhymu Gu nbwpbp, Gpp gnpéwpwpp, pu-
nniutiiny pny; njwséd ufuwp, sh thnpanid wthunuwup wpnwhwynty, wyl
owuntd £ wwhwwut] npulwu hwupuyht Juplyu n dbndwguly hpuwy hdwyp,
huswliu twl funuph dhongny wqntny juwpwuh ghnwlygnipywu pw’ npw-
Juu mbuwuniuhg nu ubipuywgut): Ynwhuh ophuwy L wdbtphugh dbn-
awpluuntin, dwupwowiu wnlinph wpfuwphh funpgnpugniju wngwug Udwgnu
Juwjph hhduwnhp, twjuwquh, gifuwuynp gnpéwnhp wmuoptu 2L$ Rtignuh
hwpguqpnyghg httnlywy hwnygwép’

Blodget: Let’s jump right in. What the hell happened with the Fire phone?

Bezos:First of all, it’s really early. We've had a lot of things we’ve had to iterate
on at Amazon. You may remember something called Auctions that didn’t work
out very well. Z Shops morphed out of that. Then we launched Marketplace, which
became our third-party seller business — which now represents 40% of units sold
on Amazon. That’s a great business. If you look at our device portfolio broadly,
our hardware team is doing a great job. The Kindle is now on its seventh
generation. The Kindle Voyage — the new premium product — is just completely
killer. Fire TV, Fire TV Stick — we’re having trouble building enough. Amazon
Echo, which we just launched. So there’s a lot of activity going on in our device
business. With the phone, I just ask you to stay tuned.

Blodget: What was the mistake with the phone? Or are you saying there is no
mistake?

Bezos:1 think it takes more time to analyze something like that. Again, one of
my jobs is to encourage people to be bold. It’s incredibly hard. Experiments are,
by their very nature, prone to failure. A few big successes compensate for dozens
and dozens of things that didn’t work. Bold bets — Amazon Web Services, Kindle,
Amazon Prime, our third-party seller business — all of those things are examples
of bold bets that did work, and they pay for a lot of experiments. I've made
billions of dollars of failures at Amazon.com. Literally billions of dollars of failures.
You might remember Pets.com or Kosmo.com. It was like getting a root canal
with no anesthesia. None of those things are fun. But they also don’t matter. What
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really matters is: companies that don’t continue to experiment, companies that
don’t embrace failure, eventually get into a desperate position — where the only
thing they can do is a Hail Mary bet at the very end of their corporate existence.
Whereas companies that are making bets all along — even big bets, but not bet-
the-company bets — prevail. I don’t believe in bet-the-company bets. That’s
when you're desperate. That’s the last thing you can do. [pwpguwunipniu’
Rnobpe.- Butip Uhwiuguidhg ulubtiup Juplunp hwpghg: Bus, gpnnp wiwth, ww-
wnwhtig Swyp htinwlunuh htw: Rkgnu.- Lwlu' ntin wwn Jun thnynd Gup:
Udwgnunid pwwn pwutip Juu, npnug ypw unhwyyws tup tink) puquhgu wp-
fuwnt nt Juwmwpbjugnpot): Ywpnn § hhotip wyuytiu Ynsgwé wdnipnutinn,
npnup wnpwu L hwonnyuws skhu: “bpwuhg htinn unbindytghu 2 juwunip-
ubipp: Lhwnn dbup gnposwpytighup wnbunpuwiht hwppwyp, npp nupdwy dbp
wpunwpht Juawnnnubtph hwppwlp, b npu wydd Juqunid § UWdwgnunid Ju-
dwunynn wypwupubtinh 40 mnynup: “bw hhwuwh phqubtu E: Cunhwunip hw-
jugp qgbuny dtp uwppwynpmidubipht’ upbih b wub), np dbp uwppuphunip-
jwt phup hhwuwh wpfuwnmwup  junwpnid: ‘tbpluynidu wnw § Lhunh
mptipnpn utipunh dnnbyp: Lhun) ynjudp® dbp anp yptdhnid wpuown puiupp,
wwnpquuwbiu hhwupwts B Ukup ndjupnipyjudp Gup hwugunid wpumwnply
pwyjwpuwp pwuwlny dwyp htinntunwgnyg, dwyp htinntunwgniygh uphp,
Udwqnu Epntu, npp dtup unp Gup gnpswpyty: Wuwyhuny,dbip uwuppuynpnid-
ubiph phqubtunid hhdw pwuwn pwu E juunwpymd: hus puptipnd § hbnw-
funuht’ niqnuyh futanpnid G swpmitwyty hbwnbby: Anobye.- bull huy ufuwyg
L wtinh mutgl) htnwfunuh niypmd: (6 wund tp, np ufuw] punhwipuwtiu
sh tnti: Rlgnu.- Gupomd G0 wdwtu pwt Ybpnmistnt hwdwp wybh pwwn
dwdwuwl § wuwhwuoynid: Ypyhtu uptid, hd wpfuwwmwuputiphg dtiyp dwpn-
Juig fupwfuniubju B hubne hwdwpdwl: dw wohwwwnw hnpba nddwp k:
dnpawnpynudutipp hpkug punypeny huyjus bu dwfunndwu: Uh pwuh funpnp
hwonnnipyniuutin pujuuwu Gu thnfjuhwwnniglnt mwutywly nt mwuuywly dw-
funnnudutipn: Ludwpawy puytp® Wdwgnu dbp Utipd hutiup, Rhungp, Udwgnt
dpuydn, dbip gnpopultin Judwnnnubtph hwuppwlp, upwup pnnpp hwdwpawy
pwyjitinh ophtuwlubp Gy, npnup hwonnby Gu U hptiug htipphu $huwtuwynpnid
tu pwquwphy thnpdupymdutp: Gu Udwgnunid niubigl) Gd dhhwpnwynp
nnuputiph dwlunnnudutip: Aunwghnpbu® dhhwpnuynp nnjuputph dwun-
nnudubip: tnip gnigh hhpnmd bp Pets.com—p Jud Kosmo.com-n: “tw udwiu Ep
wwnwdh wpdwwh pniddwt’ wnwig wuqquugdwu: W pwutiphg ns dbyn
hwdtih sk: Fuyg npuup twl bwluwu stu: bujuwybu Fujuuu wyu £, np wyu
nuytinnipiniuutipp, npnup skt pwupniuwnd hnpdwpynidubp wuly L sku pu-
nniunid dwpunnnudubpp, ybpohybpon hwymuynmd Gu hntuwhwwn J hdwynud,
tinp hptiug pultipnipjwu gnnipjwu Ytipoht thniynid Jupnn Gu nhdtp dhwyu
uh Jtipoht hntuwpyws puyih: Uhusntn wyu puybpnipyniuutippn, npnup wd-
pnno pupwgpnid nhultiph Gu nhunid, unyuhuly dbGé nhultiph, puwyg ny wyu-
whuhutin, npnup Juwugnid Gu wdpnno pujtipnipyjwu gnynipniup—ytiponiu
hwn pnid Gu: Gu sbd hwjuunnid «pujpnieyniup yunwugnn» nhutphu, npnug
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nhunid Gu, tpp hntuwhwnyws bu: btw wyu Yybpohtu puyju E, np Jupnn Gu
wubi:] (Business Insider, 2014)

R. Rbgnup, Gubny hp hunnpnuygujuu tyuwnwlubphg, hupghu wu-
dhowjutu wwwmwufuwu sh wmwhu, wy Jupnignid E wquunwufuwup wyuwbu,
np stipwh ufuwpbne npuyuu Ynndtpp® dwutwynpuwbiu inpd atinp pliptynt
U wywguynud wnwybl] juunmwpbjugnpsywéd wpnyniuph hwuubjne huwpwyn-
pnipyniup: Wu Yepy apuw funupnmd fuwfunymd Gu Spuyuh pwuwyh b npuyh
Jupgqufunuiipp: fwgh wyn, gnpéwpupp puywljuuht ppwy) B hp utithwlju
wpunwnpwuputinn gnjupwubint hwpgnid, hush htimbwupny upw funupnid
wupunuty fuwfunynd | hwdbiunnipjut jupgqufunup: ‘bw ppowugnid £ dw-
funnuwu dwuht qnontd, wthunuwup Juud hwupwyhtt ubipnnnipinitua hwyjnub)u
nt hwupwht npulwu Jupwuhop yunwugbp: Cunhwlunwyp, dwjunnnidhg
ntiyh hwonnnipiniu wugubint ophuwlutin ptptiny W funupp Yunnigbiny
hwpwpbipnipjwu Jupgqujunuh spowuwynid, tw hywpwmnptt wowy L ptipnid
wju qunuwthwnp, np ufuwjubp sku gnpénid dhwju wyu Juquwltpwnipniu-
ubipp, npnup Gppbp nplul puwy stu dtinuwpynud: Rtignup  ubpfuyugunid §
Udwbwnhy puytipnipiniautiph hntuwhwn wywgquyh yunlbpp' jhpwntjng
ndwluu htwpp b hwdbdwnmbiny wu dwjunnyué fuwunnmud wpyws ytpohu
hniuwhww puwyh htin'...the only thing they can do is a Hail Mary bet at the
very end of their corporate existence [pwpgUwunipini’ hptitg puytipnipju
gnnipjw Ybpohu thnynid Jupnn Gu nhdt) dhwyu dh ybipoht hntuw pyws
pwjh]: hytm gnpswpupp pugunpmd B hp awfuhu fjunpnp dwfunnnid-
utinh htimbwupubipp, npwug guyu nt Juwup hwdtidunbing wnwug gu-
Jugpuwt wnwdh wpdwwn pnidbpne htn' It was like getting a root canal with
no anesthesia [pupgquuinipniu’ tw adwt Lp wnwdh wpdwnh pniddwy’
wnwug wuqquyugdwu:], dhumuu L, tw upnmd £, np wyn dbdwowywy $h-
twuuwluu Ynpniunmubtipp hp hwdwp Jupbnp sGu, pwuh np hnn Gu hwppet)
utipuyhu hwonnyuwé twjuwgsh hwdwn:

Gnpowpup hwupguwqpnygutipnid hwdtiunnipyuu jupguwjunuh pugwhwyn
fuwfunnid Gu wju funupwyhu hpwnpnipniuubtipp, npuntin hupuwgnybunh wy-
wtinp ubipyuywugynid Gu dkdwhngnipyjut npuunpnidutiph wmtiupny: Gjuyhuh
ntiyptipnid gnpéwpwpubtpp dgunnud Gu hwdngti, np hpkug wpdwuhpubtpp
hhduwynpyws Gu hwdwhunpnutiph owhbtph hwdwp uumwpws gnpénnnip-
jmiuubpny, wjuhupu’ hptup «quyu Guy, puth np wdku hus wumd G hwuania
uywnnnubpph’

McMillon: We actually are a good guy. It’s not very complicated. We listened
to our associates in lots of ways and we are in the stores, we know what reality
looks like and we are making an investment to improve that. We want happy
customers that come back and more customers. This is about running a good
business. [pupquwunipiniu’ UpUhju. Ukup hpuwund judu Gup: tw wyjupwi
Ll pwunn pwu sk Uliup junid Gup dbip wpjuwwnmwhgutipht, (hund Gup fuw-
unpubtpnid, mbutnmd Gup hppwuwt wquumbpp b abpnppnd Bup wamd” wya
pwpbjuybnt hwdwnp: Ukup guuuunid Gup Gpowuhy hwdwfunpnubip, ndptp
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Yytpwnwnuwu, b unp hwdwlunpnutin: Uw £ juy phqutiu Juptp:] (CNBC,
2015)

Utip niuntdutwuhpnipiniuutipp thwuwnnid G, np hwpguwgpnygh thwjduwu
funupp, npwtiu Juuny, dbwynpynid £ punupwywpnipjwu uljqpniuph hhdwu
Yypw: Yu thnihu punpny Gu junuuyupuwht wpnwhwynnipiniuutpp, guw-
hwnmnnuwu wunyputippn b thnfuunwnpd yunphwjujujuu funuptipp, npnug
vhongny npubnpynid L hwjwunipjut jupgujunup: Unynpuwpwp wyu thniyned
hwjwinpjut jupgqulunut wpnwhwymynd | ph hwpguqpnigujuph, ph
hwpgugqpnigynnh funupnid®

w. Interviewer. How do you guys achieve that amazing retention? It’s absolutely
phenomenal customer retention. When I think about your company, I think of
things like high renewal rate, great customer service, low prices.[pupgquwunip-
i’ busytiu tip nnip Jupnnuind donwybiu wynpwt pwwn hwdwunpnubp
niutiuw]: tw wupquuwbiu pugunhl Gpunype L Gpp dnwénmd &d atp pulyb-
pnipjwt dwuht, dwmphu qujhu Gu pwubp’ huswyhuhp Gu wpnitwuui
wunwdwlygnipiniu, pupdpuung uyuuwpynid b dwwngtih qutip:] (Fool.com,
2013)

p. Interviewer. (turning to the audience) Please, join me in saying a huge thank
you.

Schultz: Thank you. Thank you very much. Thank you. Thank you. [pupg-
dwiunpimt’ Lwpgugpniguyup.- (nhdbny hwnhuwnbuht) buangpnud G,
vhwgtp hud" wpnmwhwynbint dbp funpht punphwunipyniap: &niyg. Sunp-
hwlu bd: Cwwn punphwyuy Gd: Sunphwunipyniu: Cunphwljwnipejniu:] (Lon-
don Business Forum, 2013)

GL8-h Ytpohu thniynud tpptidu gnpswipunh junupnid npubnpynid § hw-
dwdwjunipyuu jupguhunup, npu wpmwhwynynid £ If you will/would allow/
let me... [pupguwunipniu’ Gpt pny; wwp/ Aup pnyunynipjwdp] Junnyg-
utiph dhongny, wy ntiwpnid, tipp gnpéwpwpp punwpwywph fuunpuuph b
pnyunynipjuu dhongny hptit mpudwunpjuws dudwuwlhg nnipu hwybpjug
dudwuwl E fuunpnid  hwnnpnuyuwphg wybjh dwupwdwut putwpybne
wnwownnpyuéd hwpgp: Gpt wdwu jkguuu Junnygubpp sku Yhpwnynid,
gnpowpwpp, fuwfuntny punwpwywpnipjwi uljqpniupp, Juwugh b bupwup-
Ynud hp hwiupwiht npufu qupl’

Interviewer: Thanks very much. Yeah, well thank you. Yeah, I think that’s all
the time we have so thanks, thanks for being here again.

Elop: My pleasure. Ok and again, changing the way we shoot, create and share
photographs... very excited.

Interviewer. (Ironic laugh) [pupgquwunipiniu’ lwpguqpuguywp.—~ Gun
sunphwluwy td: Wn, juy, sunphuljunipiniu: Gwpénid bl dbp dudwuwyp
wjwnpunytig, wyuytiu np Ypyhu sunphwunipinia wyunmtin hubnt hwdwnp:
Enip.- Cwdnypny: Lwy, U Ypyht' dbup thnfunmd Gup jnruwuptjne, untin-
obnt b Jhuybyne dup... puwn nqunpyuws td: Lwpgugpmuguyup.- (hbguwljuu
6hown)] (The Engadget Interview, 2013)

148



FULAG By pwuhw dhowqquiht hwdwjuwpwuh I Ne 2, 2025

Gqpuljugnipniu

Utip puunipiniup gnyg § wmwjhu, np 48 fununijpnid npubnpynid Gu ny
dhuwyu Gpuwjuh Ynnudhg wnwowplyyws hwdwgnpowlgnipyuu uljqpniuph Jup-
qufunuutipn, wylt punuwpwywpnipjwu uljqpniuphtt hwdwpdtip Lhsh jtqu-
pwuwlwu Jupquwlunuutipp, npnup hwjwuwpwwbiu wgntghy tu hwnnp-
nwlygdwu Jurnigdwu b hdwumwjhtu dbwynpdwu gnpépupwugnid b unynpu-
pwpn thnfujuyuwlygyws tu: Wu ulqpniupubipp wgqnnmd Gu junuph dogphwn
Juquuwynpdwt ni uuntwupgdwu ypw’ dhtitnyt dwdwiwl wywhnytyjng
wpnniuwybtin hwnnpnulgnipynmiu: Gpp 48 fununypnid yuwhwwuynd tu
pwuwyh, npwyh, wmtinhunipjwu b duh Jupgqulunuutipp, gnpéwpwph fjunupp
nuwnund § wnwyt) dpgphw, hhduwynpjws, mpudwpwawuu junnigyus,
pwnuwpwywph, juunuwlupgus b ubind: Enwhuh Junnigwsp dbwydnp-
Jnud £ ubipjuyugynn wypwipwnbuwlh Jud dwwnnigynn Swnwynipjwut
Ytpwptippw; hwjwuwnh thwuwmtiph, y hdwugpuuu wmyjwjutiph b punipwag-
phy wy) wntintljunnipjw dhongny:

hus ybpwptpnud £ jupquhunuutinh fuwfundwup, wyuw wyu hwdwfu tuyqu-
wnwluwiht utipgnponipyuu dhong L' ninnyuwé funuwlgh nhppnpnpdwiu dliw-
Ynpdwiup fud thnthnjudwup: Unynpwpwp, wynwhuh juwjunnidotpp $48-nmd
wuwjdwuwynpjuwé tu ubpugnuwu nwgdujwpnipjudp b swnwynid Gu npn-
swh httmhwnnpnuyjguljuu aywnwyh: Gunwdbuwyuhy, Gpp jupguwiunuh
fuwfunnidp quunwpynmd £ ny nbinhu, wpwug nwquuwywpuuu hwpyguwnyh,
wju fuwpwpnid L hunnpnuygdwu wpnynuwybwmnipiniup b dwfunnnd ytipe-
twuywnwh hpwljwuwgnidp:

Ogunugnpéyud gpuljuunipjuu guul
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Cro3anHa I'puropsin
Accucmenm epesaHCcKoco 2ocydapcmeeHH020 YHUusepcumema
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CMbBIC/IOBBIE TPOAB/IEHUSA TMTPUHLMIIOB KOOIIEPALIMH U
BEXJ/IMBOCTH B AHIJIOA3bIYHBIX /JE/I0BbIX UHTEPBbLIO

Llertb HacTOSIIEH CTaTbU — BBISIBUTb W IPOAHAIIM3UPOBAaTh OCOGEHHOCTH
UMIUTMLIMTHOTO CMbIC/Ia Y JIMHIBOIIParMaTHYECKUX IPOSIBIICHUH B aHITIOS3bIYHbIX
[EeNIOBbIX MHTEPBBIO C TOYKU 3pPEHMs NMPUHLMIIOB KOOIEpaLMH W BEKITMBOCTH.
Marepuarniom Jiisl aHaIM3a MOCITYKWIN pearibHble aHITIOSI3bIYHbIE [I€I0Bble HHTEP—
BBHO.

AKTYanbHOCTb TeMbl 00YC/IOB/IEHAa POCTOM aHITIOSI3bIYHOM 1€/I0BOH KOMMYHH-
KallMM B YCITOBHSIX ITI00aM3alMy, Iie IpUMeHeHHe JIMHIBOIIParMaTu4ecKUx CTpa-
Teruil OKasbIBaeT BJIMSIHUE HE TOJIbKO Ha yCIeX KOMMYHHUKAIMM, HO ¥ Ha (DOpPMH-—
pOBaHUE MMapTHEPCKUX, MPOU3BOJCTBEHHO-TIOTPEGUTETHCKUX OTHOIIIEHUH U [laiTb—
HEHIIYIO0 [1esTeNIbHOCTh KOHKPETHOTro OM3Heca. BbIsBIIeHHe CBSI3W MEKIY BbICKa-
3BIBaHUSIMHU M MX JTATEHTHBIM CMBICIIOM CIIOCOOCTBYET obecriedyeHnto d3(ppeKTUB-
HOCTH [1€/TI0BOM KOMMYHHMKALIMH, 11€JIOCTHOCTH KOMMYHHUKAaTHBHOIO Tpoliecca, a
TaKXKe peariM3allii MOCTKOMMYHHMKATUBHBIX Lierled. [JaHHOe hCCriefioBaHre BaXKHO
U C TOYKH 3peHUs] (pOpMHUPOBaHMSI JIMHIBOKY/IbTYPHOH KOMIIETEHLIUH, [TOCKOJIbKY
CMOCOOCTBYET Pa3sBUTHIO MPAKTUYECKMX KOMMYHHKAaTHUBHBIX HaBBIKOB B IpoLiecce
00y4YeHHs S3BIKY.

KroueBble C/I0Ba: aHITIOSI3BIYHOE [IE7IOBOE€ MHTEPBBIO, JIATEHTHBIH CMBICT,
KOMMYHHKATHUBHbIE MaKCHUMbI, IPUHLIMIIbI KOOIIEPALMH U BEXKITUBOCTH.
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SEMANTIC MANIFESTATIONS OF COOPERATIVE AND POLITENESS
PRINCIPLES IN ENGLISH-LANGUAGE BUSINESS INTERVIEWS

The aim of this article is to identify and analyze the features of implicit
meaning and linguo-pragmatic manifestations in English-language business
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interviews from the perspective of cooperative and politeness principles. The
analysis is based on authentic English-language business interviews.

The relevance of the topic is conditioned by the growth of English-language
business communication in the context of globalization, where the use of linguo-
pragmatic strategies significantly influences not only the success of communication
but also the establishment of partnerships, producer-consumer relations, and the
further development of the given business. Revealing the connection between
utterances and their implicit meaning contributes to ensuring effective business
communication, the integrity of the communicative process, and the fulfillment
of post-communicative goals. This study is also important from the perspective
of developing linguistic and cultural competence, as it supports the improvement
of practical communication skills during the process of language learning.

Key words: English-language business interview, implicit meaning,
communicative maxims, cooperative and politeness principles.
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