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BARRIERS AND GATEWAYS TO COMMUNICATION

ammunicalion is the in-
terchange ol thou- ghls,

opinions or informa-
tion by speech, writing or
Signs.

Communication bacomes

ellective communication only when both tha
parties involved in the act understand and
respond to one ancther lolally.
The most common barrier to
communicalion is our natural tendency to
judge, toc approve or disapprove the
slalement of the other person or parsans.
Our primary  reaclion is to evaluate the
other parly's slalement from our point of
viaw. Especially when slrang feelings and
emotions are invalved, we tend to lose our
objeclivily and gel personal, withoul
considering lhe circumslances under which
the statement has bean made or the othar
person's point of view. This only leads to
two dillarent points of view, two judgements,
two schools of thought and ultimately there
is such a large communicalion gap Ihal
nothing is resclved and mare confusion is
wrought.

The only way one can ovarcoma this harrier
to communication, is by listening. Listening
and underslanding is the gateway to
communication. Il one lislens and
understands the other person's thoughts
and leelings sa weall, that one can
summarise them from lhe other person’s
point of view, it means that communication
has cut across all barriers. In othar waords,
put yoursalf in the other perscn's place
belore presenting your point ol view to be
able 1o undersland his thoughts and his
frame of reference.

But to ba an objectiva listener presents its
own difficulties. It needs courage. In Irying
1o be impartial and yat understand anather
person's point of view, one runs the risk of
being changed onaself apd lasing. ona's
idenlily - one's allilude and personality
being influencad by the clher person’s
thought processes,

This sort of listening and understanding is
vary difficull when larger groups are
involved like for example-two nations at
disputa.

Moraover it needs a neulral person or an
oulsider 1o listen objectively and judge lairly
especially in a siluation whera emations are

at play. It has been lound thal an outsider
can make 8 more sound judgemant than a
person wha is involved or relates to any of
the partias. This is nol pessible batween
nations ar twa raligious secls. But this can
be resorted to in emall groups or person to
parsen.

Dilferences in background, expariance,
sanse of values also pose barriers to
communication. To stata an exampla-in the
casa of a boss and an eémployee, it often
happens thal the boss lries to explain his
plan of action or his logical reasoning
assuming thal he understands whal his
employae has to say about il. He fries lo gal
the employee 1o sesa things from his paint al
view. By ignoring his employae's feelings
and rationalising his own, he blocks
communication. He does not credil the
amployae with the power of reasoning. As a
rasull the employee hears only his boss's
attilude rather than the logical content of
his words. He feels pigued, his selt-esteem
ig threatened and hé& becomes maore
delensive and as a result his work  sutfers
a saiback.

On the other hand if the boss feels he
cannot ignore the faelings of lhe employes,
and instead of gelling the employee to
undarstand him he decides to listen to whal
the employes has to say, the amployes
begins to open up and feals accepiad as a
person credited with soma sansa. He
percaives his boss as a source of help
rather lhan a lhreal. He becomes less
delensive and leels free lo express his
differances, This facililales communicalion
and his work is mare produclive because
he has gol moral support,

Ewven lhough the listening approach to any
problem is & little difficult 1o put into
practice, it is a challenge which should ba
explored to iis fullest exlenl in loday's world
{o facilitate mutual communication.

Thus man's ability to listen intelligantly,
understandingly and skilfully to ancthar
parson opens up lhe floodgates of
communication and loday's companias,
indusirias and univarsitias should try to
sirive towards this approach far a beltar
understanding and a brighter fulure
EXCERPTED FROM "BARRIERS AND GATE-
WAYS TO COMMUNICATION® BY CARL R
ROGERS AMD F.J. ADETHLISBERGER,
HARVARD BUSINESS REVIEW. 0
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HOW TOMORROWS LEADERS
ARE LEARING THEIR STUFF

eler Senge, Authar
of the Management
Classic - “The Fifth
discipling” says “We
know how (o invest
in technology and

machinery bul we are al a loss when it
comas to investing in human capital®.

In today's world of rapid changes, &
leader has a challenging role 1o
perform-intiuencing human behaviour.
Ronald. Heiletz, Prolessor at Harvard's
Kennedy School ol Government expands
an this - a real leader does not tall  what
people should do but helps people to solve
problems thal don't have readily

_available solulions.
| Jim Colling, Author of *Built to Last” reports

thal succeseful companies are passionately
loyal to a set of values and elso create the
environment to anergise people lo acl in
accordance with thosa valuas.
Hewlett-Packard, Fuji Xerox, General
Electric, Mckinsey and Pepsico call it
“Making the solt stuff hard™ - a real
managamenl conundrum indeed! All are
evolving processes lo reduce subjeclive
cbsarvations to hard numbers. In olher
words, guanlily and there by demystily the
art ¢l human development.

Procadures like these may not be
immediately successiul bul sustained effort
has proved that "soft-processes’ can
become a source of compelitive strength.
Roger Enrico, Vice-Chairman ol Pepsica
couldn’t have pul it better-*Human
intaraclions are a lot lougher Io manage
ihan numbers and P & Ls. So Ihe trick is
to make Lhe soft stuft hard, o
opearationalise it."

Defining Leadership in an era ol change is
in itsell a daunling task. What is indispul-
ahleis that Leadershipis characler-a leadar
mus! be warthy of respacl. He musl “walk
Ihe talk®. It there is ambiguity in his
message or values, people will opl out,
Jean Krasnica wha heads a multifactional
sales team at Hewlell-Packerd understands
whal she herself responds to. People she
would lollow “bring out the besl in me by
making me want 1o handle myseli in the
same way. | wanl lo be part of their world™.

But il leadership is characler, can it ba
taught? The consensus view is thal il
cannol be taught bul it can be learnl.
Creating a right ambience for this learning
involves a harmonious blend af
disciplinas lika selaction, appraisal,
job-assignment and mentoring.

Evidently, the first stap would be to find
people whoshare your values, Emphasis an
accountability would than hardan tha sclier
stulf. Rajat Gupta who reigns as lirst among
equals in the Mckinsey partnership explains
the leadership screening systems at
Mckinsey - very demanding, conlinuous and
very subjective as well.

Onca tha future stars are identified, then
comes farmal employee lraining and
education. Whila formal training transmits
skills and values, paopla laam leadership
from on the job axperience. Failure is a
graal teacher, but bast mel early in lile.
Future leaders nead supporl through
mentoring as the MBAs call it bul Iriendship
may be the reason it works. Joel Bleeks, a
Saniar Partner in Mckinsey
elaborales - Menloring lor leadership is not
just conveying problem-solving skills but
conveying aspiralions, values, excitement,
a spiril Ihat balieves anything is possible.
One of Bleake's apprentices says thal one
is more confident with someone supparting
you because the mentor's comfort zone is
prabably much bigger than your cwn.
While measuring leadership behaviour, the
focus would ba designing appraisal and other
systams that would unite the whele
organisation’s bahavicur with core values.
Leadership Is character, requiring growth
and parsonal change. The companies thal
are most successiul at developing leaders,
are in general the mosl successful. Pepsi's
Calloway warng “I'll bet most of the
companies that are in life or dealh battlas
gol into that kind of trouble because thay
didn’l pay encugh aftention 10 developing
their leaders.”

HOW TOMORROW'S BEST LEADERS ARE
LEARNING THEIR STUFF-STRATFORD
SHERMAN. EXCERPTED FROM FORTUNE
INTERNATIONAL, NOVEMBER 27, 1985. [
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Il you think laadership has very little lo do
with poatry and philosophy, think agein. De
Prea’'s lhoughls, messages are gantle
raindrops cascading softly into the depths of
the soul - sheer poetry, each drop breathing
frulh and beauty.

“Leadership is an arl" is all aboul the “why
rather than the ‘how' ol carporate fita Il is
easy lo understand why Max De Pras is
Chairman and CEOQ ol Herman Miller ing,
chosen as one of the 100 bast companies o
work far in the Unitad States. His writing
reflacte the conviclion of 8 man who does
whal he believes in.

To De Pree, leadarship is an arl designed to
link the varisly ol gifts people have lo the
work and servica ol the organisation

“Leaders don't inflict pain, thay bear pain™
Leadership Is sarving as opposed to owning,
It maans, accepling thal relationships count
mare than structure,

“Wark |5 one of our graates| privileges. Work
cen avan be poalic.” This is the gift every
faader owes his leam. Every employee has
the right ta be needed o be involved, lo
undarstand, to be accountable, to make a
commitment-lo ba able to say 'ves' ta the
follewing question: is this & place where they
will let me do my besl?

Tha author sees a corporation as a group of
peaple warking closely together within a
covenantal relationship - something akin to
a Rengir painting. Leadership must ba “a gift
lo tha spirit’. Sophisiicated and trained
managers are skilled at guantilicalion bul
“wonders® the author - How oflen da they
concentrale an tha spiril or the dabl they
owe the futura?

An ellective corporation enables people lo
have ‘spaca’ and give meaning lo their
divarsa gifte. Da Pree chooses to look &l
gualily in larms of integrity - “A line sanse of
one's obiigations”, Finally a laadar naads 1a
be sensifiva to all signz of entrepy. De Praa’s
interpratation af different signs of enlropy
are exlremealy thought provoking.

Thare are beautiful moments throughaoul the
book, but the mast touching - why must a
leader wasp?

Tha style |5 simple end eleganl, Ihe lone
conversalional, Thara i no trace of *haliar
than thou'. One must own this bock in tha
trua sanse of Ihe word. This boak will sat you
on & spintual journey where the maps ara
love, trust, raspect. grace and warmth. And
yas, lhis journay has no destination, i is
foravar,

“LEADERSHIP 1S AN ART" OY MAX DE PREE
[ARADW BUSINESS BDOKE,) 148 PAGES F 5.98

LEADERSHIP THROUGH ENDURING
VALUES
What mekes a Leader. The concept of
leadership has bean in existence fram
perhaps time immemarial, whether it is
political, social or busingss.
LET US REFLECT ONWHAT A LEADER DOES
1. He plans, analyses, steers and manages
the aparations of his peaple.
2. Ha harnesees tha patantisl of people
who work with him and for him to achieve
excellence in tasks and valuas.
3. He contributes ta the davalopment of the
people who work for him.
4. He shapes and lranstorms people to live
their full livas.
And much mare perhaps!
Through this column, over a peraid of time,
I wish lo pause and reflact and examing
what is tha trua meaning ol leadarship.
It we start with the basic hypothesis that, a
leader, I5 ona who:
&. has baan given the great cppartunity to
be responsible for the destiny of his people
b. has been given the mandate ta quide
them towards certain levels of excellence .
¢. has been trusied of hiz competence,
courage and compasion and conviclion that
he s worlhy of being & leader.
Onea thing that amergas very distinctly and
clearly is that, & |leader always puts his
peaple above him. A leader decides
aclions an the basis of tha impact of the
sclions on his people and not on himself. A
leader delines realily as what s ultimataly
benaficial for the loliowers and conse-
guantly for tha activity of the corporation. A
leader looks at himself as a servant, as a
tool, towards coniribution to his own people
and lar which he is avar grataful. A leader
measura his success based on the sucoess
olnis people, A leadersets standards which
are difticult but achieveable and he will be
abla to perorm those standards without
faaling the sense ol achievement for him-
sall. Could we call it "SELFLESSNESS".
Is it a worthwhila proposifion for a leader to
ook at this as & lundamental philosophy.
Does it mean Ihere is an element of sacri-
fice, there is no seope for ruthlassness lor
his own amkbitions. Perhaps this is a dilfi-
cull quasticn o answer but it is very likely
that a true leader does nol even consider
this as selflassness but laoks al it as his
way of life and unlass somebody reminds,
ha perhaps will never even raalisa it. He
gvan ignargs the guestion and marches
forward in his chosen path!

Until next tima . P
{'Ha/She’ = no gender bias! ) _——
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