AN INDEPEMDENT SUPFLEMENT FROM MEDIAPLAMET ABOUT BUSIMESS CONMTINUITY, DISTRIBUTED IN THETIMES

Globalisation calls for respect

Cultural sensitivity. It's not something that's talked
about much in business continuity. But such planning
Is not just an Anglo-5axon or western European thing.
And one firm, CS&A, has made a point of emphasising
that getting the multi-cultural aspects of working in
international organisations is all part of risk
management. Mike Halls spoke to Caroline Sapriel,
managing director of CS&A, International Risk, Crisis
and Business Continuity Management

How did your company start?

We stamed 13 years ago in Hong Kong
and as we ve expanded, we've grown our
of Asia and across the world. In terms of
geography thar's normally the opposice
of how many businesses operare. From
bases in Asia, Burope and Morch Ameri-
ca we work in locarions acnoss the globe
including Larin America and Africa

So why is understanding cultural dif-
ferences all part and parcel of risk
planning and managing?

One can't apply an indiscriminare west-
em European or U5 templare to risk and
crisis management planning interna-

tionally. In Asia alone there are profound

differences for whar will be acceprable
and effective for the same company in
Brunei, Japan or Hong Kong.

Mor can one simply assume a westem
maodel in the way businesses run. We
have seen European businesspeople
absolurely flummoxed over basic busi-
ness continuity exercises while orhers
coming from apparently less sophisci-
cated environments have grasped the
pointar once.

W hilst corporate values and princi-
ples must be followed and adhered o,
lecal considerations must be taken inta
account to achieve a truly sustainable
business contingency strategy.

5o it's beyond the complex eti-
quette of shaking hands or bowing
correctly?

Absolutely. Take an extreme — but not
necessarily rare —case fora multnation-
al: a ser of faralities in a foreign country.
Part of any crisis management will have
o include understanding how to talk o
the families involved, what religious
rites must be respected, how o ger i
right with rhe press to name a few.
Moreover, one characreristic of any
major incident is the effect it has on
whart is rermed the “stakeholders” of
your company. The stakeholders are fre-

quently diverse — they could be varions
local government deparcments, share-
holders, the local and internacional
press to name a few. And frequently
they have different and conflicring
agendas. One thing we try todo with
our clients is called "stakeholder map-
ping”. This is where we work our who
are the stakeholders, whar influence we
can bring to bear on them and what

strategies oo deplov.
How does this work in practice?

We don't see ourselves as being an exrer-
nal crutch o our clients, chough we are
on stand-by and ready to help if neces-
zary. Rarcher we want to provide them
with the tools to anticipare and be pre-
pared o do it themselves. Given the
narure of many of our clients, which are
large corporations such as oil and gas
companies. airlines, and so on, this firs
inwith the way that they work roo.

One thing we always concentrate on
is integrating the various risk manage-
ment and business continuity parts of
these large organisarions so that they
function together. I can't rell you the
number of times where ['ve seen thatc
crisis management plans have never
been read by the business continuicy
professionals and vice versa
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intelligent communication solutions that provide
Business Continuity AND everyday return on investment

Little wonder 23% of the FTSE-100
organisations use TeleWare.

With a TeleWare solution
it’s business as usual.

Tel 01845 526830 enquiry@teleware.com www.teleware.com

Recent events have brought the issue of business continuity to the forefront for business managers
across a wide range of organisations. Yet, many organisations underestimate the sk of an event
occuring that will disrupt telecommunications.

For savwy organisations, aware of the issues, business continuity is part of their everyday working

practice.

Features like intellipent Numbers provide both continuity and added business benefits for a whaola
segment of the business community.

Mew technology and deployment methods, such as Hosted Services, mean that building a business
cortinuity plan to protect telephony is less complex and less costly then at anytime in the past.

TeleWare has the experience, applications and services to help meet the needs of organisations of
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all shapes and sizes.



