


Effective

The Heart Of the Communication

Polite, clear language

Service Experience and st it

Human relations in service is the

intentional practice of building and

maintaining positive interpersonal

dynamics. It is the definitive factor Teamworlf &
in customer satisfaction and Collaboration

curpnrate reputatinn. Seamlr—:-s_s coordination
behind the scenes

Courtesy &
Etiquette

Genuine greetings
and a service-
minded smile

Problem-Solving

Gracefully handling
complaints and
unexpected situations

Creating Positive

Impressions

Attention to detail and
special requests
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The Three Pillars of Connection

Pillar 1:
Understanding Self

Knowing personal strengths

and weaknesses; evaluating

how personal actions impact
workplace harmony.

Pillar 2:
Understanding Others

Recognizing the capabilities and
blind spots of colleagues to offer
support, fill gaps, and build
mutual respect.

Connection

Pillar 3: Accepting Differences

Acknowledging that diverse, conflicting
viewpoints are opportunities to analyze
situations from multiple dimensions to find
the best collaborative solution.



The Psychology of Stance:
The Harris Matrix

“I’'m not OK, You'’re OK” “I'm OK, You'’re OK”

Self-Awareness / Depression Collaboration

Either debilitating lack of confidence, High self-awareness meets mutual respect.
OR productive self-awareness where Results in smooth teamwork and healthy
one delegates to more capable peers. conflict resolution.

“I’'m not OK, You’re not OK” “I’'m OK, You’re not OK”
Despair Arrogance

Total rejection of self and team. Superiority complex that shifts blame to
Results in an inability to function in a others. Results in team resistance and lack
collaborative environment. of cooperation.

Attitude Toward Self

Attitude Toward Others
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The Hawthorne Awakening

Elton Mayo, the “Father of Human Relations Management,” proved that psychological and
social factors drive productivity far more than physical environment or wages.

The Past: Scientific Management The Breakthrough: Hawthorne Studies

* Focus: Efficiency, mechanics, humans as e Focus: Organizational Behavior, human
cogs in a machine. connection, motivation through group
belonging and managerial acceptance.
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The Filter of Wisdom: Tactical Emotional
Intelligence

See No Evil (Filtering Visuals)

Closing eyes to minor, non-critical flaws that cause unnecessary
friction.

Hear No Evil (Filtering Input)

Declining to engage with workplace gossip or toxic, unproductive
complaints.

Speak No Evil (Controlling Output)

Pausing to ensure communication is appropriate for the time,
place, and person (Tact).




=

Dana
(Giving & Support)
in Inter

Sharing knowledge,
sacrificing time to help
peers, and offering
genuine forgiveness
without resentment.

o

Piyavaca
(Constructive
Speech)

Communicating with
transparent goodwill.
Avoiding deceit,
sarcasm, and gossip to

become a trusted voice.

The Four Bonds of Unity

Atthacariya
(Useful Conduct)
in Inter

Ensuring your daily
actions actively benefit
the team and do not

exploit or burden others.

Samanattata

(Consistency &
Reliability)

Demonstrating
unwavering professional
discipline and emotional

stability to earn deep
trust over time.
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The 10 Golden Rules of
Workplace Harmony (1-5)

Polite
Interactions

Friendly greetings
and respectful

speech are the simplest, :

most effective
starting points.

2.

Absolute
Sincerity

Consistency

between front-
facing
behavior and
behind-the-scenes
actions builds
deep trust.

Eradicating toxic
back-channel talk
prevents factions
and preserves
team unity.

Taking ownership of
joint tasks without
avoiding difficult work.

Active
. Cooperation

4.

without avoiding
difficult work.

Mutual
Assistance

Willingly covering
blind spots and
helping peers
navigate crises.
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The 10 Golden Rules of

Workplace Harmony (6-10)

Praise &
Comfort

Celebrating success
authentically and
offering support

during failures to fuel

motivation.

7i
Constructive
Advice

Providing actionable
guidance during

difficult times to show

true partnership.

Active
Listening

Prioritizing
understanding over
speaking to uncover

the root causes of
complex problems.

ge e s s ssssssans®
-®

0.

Total
Responsibility

Fulfilling obligations
reliably; poor
reliability destroys
good relationships.

-liiiiliiili-.-.
-

Graceful

Forgiveness

Letting go of past
mistakes to prioritize
long-term
organizational health
over temporary ego.
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Navigating Organizational Dimensions

Relationships in an organization are not
one-size-fits-all. They flow in three
distinct directions, each requiring a
calibrated approach to maintain
balance and respect.

Managing relationships
with Supervisors.

Managing relationships
with Peers.

Managing relationships
with Subordinates.
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Tailoring Your Approach by Dimension

Upward
(Supervisors)

Focus on professional
boundaries, appropriate
timing, and respect. Adapt
to the specific level of
informality your manager
prefers.

&

Lateral
(Peers)

Focus on absolute sincerity,
mutual trust, and avoiding
exploitation. Act as a
sounding board and build
tight-knit alliances.

Downward
(Subordinates)

Focus on earning trust
through fair management,
clear communication, and

decisive action. Be the

competent leader who
listens.
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Premium Effect of Consulting slide
The Ripple Effect of Human Relations

Good Human

Relations

(Reduced friction,
higher trust)

High Organizational Talent
Efficiency Success Attraction

(Seamless (Achieving targets, (Becoming a magnet
teamwork, faster premium customer for top industry
problem solving) experience) professionals)




The Ultimate
Unifying Force

Human relations is both an art and a
science. It is the vital connective tissue
that transforms a collection of
individuals into a resilient,
high-performing organization capable
of exceptional service.

Q&A
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