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Pretace

Over the last hundred years or so there has been a change in
the fabric of society. Society, from being individuals working
mainly for themselves, new consists of large numbers of
people working in organizations of many different types:
factories, government departments, hospitals, universities,
hotels, armed forces, airlines, multinational banks, com-
munication and data processing units, and so on. If these
organizations are well managed, it follows that the indi-
viduals that make up our society will prosper. Conversely, if
these organizations and the people working in them are not
well managed, the individual will suffer. Therefore good
“management is the key to the well-being of our present-day
society and this book is all about various aspects of effective
management and human relations.

Business Is People is designed for the manager at all levels
and also for the one who is aiming to reach the top. For the
ambitious reader who sees himself as a future Chief Exec-
utive, the first question is whether he wants the responsibility
or whether he merely wants the salary and prestige. There is
no more miserable situation than that of having the position
but not the qualities of a Chief Executive. To be happy at the
top you need courage, stamina and a strong sense of
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dedication. There is a price to be paid for success — and you
need to be clear in your mind that the price is one you are
willing -to pay. Let us suppose that you know the price and
are still resolved te reach the summit. You are confident of
success and could not endure to see someone else fumbling
over a task for which you feel especially well-qualified. You
know the trade ahd have a gift for orgamzahon You mear to
reach the top.

One essential quality you will need, in that case, is a sense
of dedication - but to what? There are people in the world
who devote their lives to religion or public administration.
There are folk who sacrifice all for the sake of exploration or
science. Some give their lives for the Marxist cause or in
defence of the downtrodden and oppressed. What, in
business, is bur comparable aim? Our aim is to supply the
world ‘with good, well-made; cofortable and sturdy shoes
or overcoats or vests at a fair price and in sufficient quantity.
Assumiing office as the Chief Executive, you have undertakern
to do just that, not for your own profit, not in the name of

any ideology, but simply as a matter of trade. There are, as
we shall see, a number of other purposes you must serve, but
the oné purpose is paramount: the alm of every honest
rhafuifacturer or merchant, and which only a fool can
despise: Looking at the people in & city street, the missionary
may say, ‘I shall convert them to the true faith,’ the politician
will say, ‘I shall persuade them to vote for the right party,’
and the revolutionary will say, ‘I shall show them how to
overthrow tyranny.” The executive’s claim: ‘I provided them
with their underwear,” may seem humble, by comparison,
mundane and almost laughable: But there are two points to
note about the manufacturer's quiet remark. First of all, his
claim is a matter of fact, not of apinion. He has done what he
sets out to do. The idealists tell us that they mean to save the
world, a promise for the future and one which they may or
may not fulfil. While they merely promise, the executive has
performed. In the second place, the maker of underwear has
done people a good service and one which only a fool would



question: No one has been compelled to .purchase his
products; nobody is forced to wear them. All he has done is
to make them available, and we should clearly be the worst
off had he failed in his tesl. There is no such certainty about
the Idealist's ¢laims to 9\f gratitude. How do-we know that
the doctrine preacived is. fhe true faith? How ds we know that
one political pasty i wiser than any otlwr? How do we khow
that a revolution will not make things woisé? At the end of
his care®r, the manufacturér 6f underwear can claim to have
worked effectivély in the ¢ause of cleanliness;, hygiene and
comfert. Can the idealists claim as much? Can they, in some
instances, claim anjthing at al?

There aré peoplé in thé Werld who will plunge society ifto
bloodshed so a8 to bring about some future wid doubtful
Utopia. There are people who throw boribs and commit air
piracy in the name of this éaiise and that: The executive, by
comparison, has been & gariwial benefactor and has little
reason to be ashatmed of hinw@lf. Promiding a geat deal less,
mmamawtwm Narha;hisﬁskbeima

> ansact busiriéss b &8 o satisty his
supplier, his shasehok i Ahm émplayeei his retsiilers and
the public at lirge. All ase 1o benefit froin his enterprise; and
his work is incompléte until e has also satisfied the national
government, the tak colldé®r; the local government and rate-
collector, the trade associations and trede unions, the health
inspctor and the chaniber of commerce. In the world of free
enteiprise the executive. i§ expected 6 perform a daily
miratle. Under a sociillist governmenit he would enjoy a
monopoly, no other product being placed on the market.
Under a comitiunist govertitnent his employees would not be
allowed to go en strike: Placed as he is, by contrast, he has to
satisfy everybody, offering a good price for his raw materials,
announcing a fair dividend, paying good ‘wages and market-
ing an attractive préduct at a which peoplé can affoid to
pay. If he can do all that; he has no reason to feel asharhed
of hitnself. And that s W task to which the emmé is
committed.
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Among political theorists we have seen disagreement over
the basic question: Does the State exist to serve the
individaal or does the individual exist to serve the State?
Should the State provide for the citizen or should the subject
lay dewn his life for the Emperor? We have also heard the
same sort of argument applied to the factory. Does it exist to
provide a dividend to the shareholders? Does it exist to pro-
vide employment for the workers? Or should it rather exist as
a branch of the government? Each of these ideas must be dis-
cussed at the outset. Not only are all the theorists mistaken
but they all make the same mistake - that of ignoring the
craftsman’s real loyalty, which is or should be to his craft.
The purpose of the crafisman must be to make good shoes
_and boots. Replace him by a factory and the purpose is still
the same: to do honest work at a fair price. The executive has
many people to satisfy, as we have séen, but-his main
responsibility is to the product he places orn the market.
Neither he nor his employees must ever think that the fac-
tory exists to provide the shareholders with a dividend. Least
of all does it exist for the glory of the State. Its loyalty should
be above all to its products, and its reputation for geod work-
manship and value. Once people turn aside from that central
purpose all is lost. With all sense of pridg in the work gone,
there go, incidentally, the wages, dividends, taxes and rates.
Left without the right aim and object the factory will soon be
no more than a heap of ruins.

As a manager in the enterprise you must always keep the
end in view. It cannot be a selfish aim. If your object is to
gain a more important position, using your present appoint-
ment as a mere rung on the ladder, your intention will be-
come obvious and you will never have an effective team.
Why should other people seek to advance your career? That
is not a purpose they will accept. Give them a higher #&im
than that - the goal of the honest craftsman = and you can all
work together. In that cause you can gather, train and
inspire a team which will response to your leadership:

The object of this book is to show how you can best set
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about it. It points out the seciets of management, the
mistakes to avoid in human relations, the points to
remember, and the tricks of the trade. Your art must be in
working through other men and wormern, not in doing the
work yourself. Your task will be to think and foresée, or
organize and plan. In this book are collected together the
basic principles and the detailed practice, with emphasis on
handling matters and human beings so as to achieve the best
results. One of the most useful conclusions is that you will
not be working to make your employees happy. If you do
that, you will probably ruin the business, employees and all.
Happiness is seldom to be achieved by those who go in
search of it. For most of us, happiness is a by-product,
achieved when we are aiming at something else: for example,
trying to market a good product at @ fair price. When our
organization is efficient enough to do that we shall find,
perhaps to our astonishment, that we have achieved much
else besides: with happiness comehow included.
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You Just Can’t Get Away
from Human Relations

Ten thousand people . . . or two..
_we still have to know how to get along w1th people, if we
want our organization to run properly.




Hawaii or New York

Whether you are among the palm trees and shimmering
white sainds of the Hawaii islands or among the sky-
scrapers of New York, you just can’t get away from people.
Because in . the final analysis, no matter how glitter-
ing the promise of technological innovations, all industry
and commerce depends on people and it is all for the bene-
fit of people.

4
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Handling people . . .
... that’s the quality most required of any supervisor. It's far
more important than any other single factor. Most bosses
realize that a supervisor who can handle people is the one
they want to push up. And the supervisor who handles
people well is the one who realizes the impertance of fair
and sympathetic leadership
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Woman Friday

Even Robinson Crusoe, on his lonely island, had to meet
people except that all he met was Man Friday, poor chap!
There is no question about it. Nowadays, whether we like
it of not, we just have to deal with people; so if we learn to
understand people and know how they tick, we will do our
job much better.

Smarter. ..

...Don’t imagine that they will.be taken in. An average
employee is much smarter than you think. He may. be a little
dull and not very quick off the mark but he sees through
insincerity in no time. Don’'t try to-be clever with him. He'll
spot it quickly enough. The only way to handle people is to
be sincere and honest with them.

LET US ALL CO OPERATE
LET THERE BE PEACE
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‘We missed you’

Just these three words make such a difference. ‘It’s good to
have you back,” may be only a few words, but they make a
tremendous difference. Bill was only away for a fortnight but
his boss made him feel that he mattered, that he was not just
anotheér number on the payroll. These are the things that
really count in supervision.

Of course he matters . ..

...and it gives Bill a terrific kick. Thousands of people are
watching him. But look at his poise, his pride, his bearing.
And so it should be in a factory. !¢t everyone feel that he
means soraething to the organization. Never brush off
anyone, no matter how busy you might be. Let each and
every one of your men feel that he matters: that he is
important.
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This is fundamental .

It doesn't matter what job you're doing - cleaning lavatories,
collecting garbage or walking on a tightrope in a circus -
every job is important. Where would we be if our lavatories
were not cleaned - or if there was garbage everywhere? Let
every man feel that his job matters, whatever it is. Don't
brush anyone aside, no matter how busy you might be. The
ego in all of us - even the humblest - likes to feel that we are
somebody.

SMART WORK B1LL

Did you know?

You can buy a man’s time, you can buy a man’s physical
presence at a given time, you can even buy a measured
number of skilled muscular monom per hour. But you
cannot buy enthusiasm; you cannot buy initiative; you
cannot buy loyalty; you cannot buy the devotion of hearts,
minds and souls: you have to earn these.



There’s no real substitute . . .

... Thrashing’s no geod. It’s no good offering a bribe. You
are not going to get the donkey to move. And human beings
also are not very different. There are other far more effective
methods. Understanding, appreciation, making them feel that
they count. It's this that:will get people to'move in the direc-
tion you want them to go - and nothing else.

He didn’t expect it

How could he? They’d never met before. But our super-
visor is a clever fellow. He took the trouble to find out his
name. And does Mr Smith feel good? You bet he does! The
trouble taken to remember people’s names is well worth-
while. It straightaway puts you a number of steps ahead
for any task you wish to undertake,

GOOD MORNING,




It's mine .

... our company, our factory, our workshop - this is the sort
of talk which we want from our men. |et them feel that the
company they work in is theirs. | et them have pride in their
organization. Very often, there's a feeling that they wark for
a few very remote and grand individuals who get all the
profits. You can't get people to work really hard under these
circumstances. Tell them the real facts - that the company be-
longs to thousands upon thousands of shareholders: ordinary
working people just like themselves.

Nof even a bloody nod . ..

_..that’s what Bill is thinking. And he had slogged for the
big boss for years when he was just the foreman of the elec-
tric shop. Then, they often used to get together, and share
thoughts, and play gin rummy. But day-to-day pressures
have made the big boss lose touch. He can’t even remember
Bill. He has obviously got the wrong priorities - because
nothing is more important than to be completely aware of
how the people under you think and feel.
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It's your job

Human relations is one thing that you cannot delegate.
Don't for a moment imagine that it’s the job of the Person-
nel Department: human relations is your job, because
without it you will do nothing effectively.

The trouble with big organizations . . .

...is that often no one pays any attention to you. You just
don‘t matter. You are literally a cog in a vast machine. People
are people and they crave attention. And if they don’t get it
in one way, they will get it in another: through absenteeism,
slackening, grumbling, or just being out-and-out trouble-
makers. Talk to them periodically. About anything. Give
them a little attention. Ask them for suggestions. And you'll
notice the difference in no time. ;




