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An order for
“three cups of tea”
BY N.H. ATTHREYA

. Acolonel of the Indian Army nar-
rated an incident to me several years
back. It contains a major lesson for
those in charge of human affairs,
whether in industry, government, or
elsewhere.
The colonel was in charge of a work-

shop. A civilian employee came to him |

to complain about another employee.
This army officer asked the complain-
ant to sit down and then ordered three
cups of tea. The employee wondered
for whom he had ordered the third
cup; but not for long. The officer tele-
phoned the complainee and invited
him to join them.

The tea ceremony over, the officer
said to the complainant, “Now tell
me your complaint.” The latter hesi-
tated, and then repeated his complaint,
but without its previous force. He was
unemotional and factual. “Really, sir,”
he said, “it was a misunderstanding.
I don’t have a serious complaint.”

When I showed interest in the inci-
dent, the officer pointed out, “This is
standard practice in the Indian Army.”
I very much wish it were also stand-
ard practice in business, industry, and
life in general. For want of such prac-
tice, incalculable, avoidable harm is
caused to people and organisations. |
have witnessed scores of such cases.

Time and again I have noted that
when executives, managers, and su-
pervisors are approached by an indi-
vidual with a grudge against someone,
the person is often allowed to play
the unfair game of talking about a fel-
low employee in the latter’s absence.
Some managers actually encourage
such complaining and opinionating,

When “B” is absent, “A” can exag-
gerate, distort, or even tell deliberate
lies about “B,” that go unchallenged.
If his or her manager does not take
time to check back with the affected
person, the result is injustice to “B,”
who comes to know only of the deci-
sion, and even that, not first hand.

“B” may suffer silently.
Even if he requests and receives a |
hearing, the operational reality may |

be against him. The first communica- \

]

tion sometimes makes such a powerful
impact that further explanations are
almost futile. The complainant wins;
the complainee loses.

Gossip is tempting, because it is of-
ten “juicy,” and the manager may be
tempted to believe the complainant is
doing him or her a favour by report-
ing the details.

In personal life, in professional life,
and in official life, damage to person-
nel could be avoided if managers
would adopt the basic discipline of
discussing complaints against persons
only in their presence.

As with any general rule, there are
exceptions. While the recommended
practice is desirable in 90 percent of
the situations, there are some cases in
which you may need to use additional
judgment—before you place your or-
der for three cups of tea.
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“You've got to admire Ferguson. He's a true efficiency expert.”




“I'd never thought about
 franclising when | came
~ across FLOOR COVER-
" INGS INTERNATIONAL
at a tradeshow, But one thing
led to another and | invested
$18.500 in an FCI franchise.
Business is fantastic and the
corporate backup is absolute-
ly outstanding. | only wish
1'd done it sooner!”

FD(}OR G(WERINGS
INTERNATIONAL
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“Being a single parent, 1
was excited about making
money while helping chil
dren at the same time. Now
[ own my own busingss

with 2 good income and the

opportunity to be home for
my children. My investment
of time and money has been
very profitable — night now
'm preparing to buy my
second PRE-FIT franchise
with a portion of the profits
from my first!”
- Donna Hendricks
Franchisee, PRE-FIT

“John and T shared a con-
suming desire to own our
own business and nurture it
intoa highly successful
operation, TUTOR TIME
had developed a unique

¢oncept into a complete sys-

tent, using transferable skills
thoroughly taught to their
franchisees. Our decision to
owna TUTOR TIME
franchise was a choice made
with confidence.”

“T exercised my TBM early
retirement option and my
wite insisted that [ go to the
Franchise Expo. Inever  *
intended to buy a franchise,
T didn't want 1o go to the
Expo and [ didn’t want to
be in the printing business.
Now Pm in business for
myself with a FRANKLIN'S
PRINTING franchise. It was
the best move 1 could have
made!”
- Joe Brewer

Franchisee,

FRANKLIN’S PRINTING

— Almost 3,000 separate franchise opportunities to choose from —
- Only a handful require any previous experience —
— 70 different industry sectors -

— Start-up costs from under $10,000 to $1 million plus -

Many independent business start-ups fail because of obstacles that could have been avoided. With a franchise, you'll be trained
in avoiding those obstacles and in getting maximum potential from your business. AND you'll get ongoing support for as long
as you run the business. You'll be in business FOR yourself, but not BY yourself.

And now - according to a recent Gallup Poll, 94% of franchise owners are successful,
averaging $124,290 in pre-tax profits, and 75% would choose the exact same business again!

If you would like to receive a free. no-obligation brochure about franchising and the world’s largest franchise expo.
featunng over 300 exhlhltars anda cumplete program of free seminars call toll-free (U.S. & Canada Bnlyl
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