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Bridging Differences Workshop Timelenders

Preface

Assalamualaikum,

Welcome to the ‘Bridging Differences: The Art of Creating Agreements’ workshop!

What you have in your hands is the workshop manual. It has all the key definitions and
overview of all the concepts that we shall be talking about. There are write-ups of role-plays
that we shall be conducting in the workshop.

You will notice that there are some pages missing in the manual. These are pages which we
shall be giving you at appropriate times during the workshop. They are numbered to help
you put them in the right place.

I would encourage you to take notes on the manual.

Wishing you a great learning experience!

Regards

Suleman Ahmer

Lead Trainer

Timelenders
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Training Norms and Guidelines for the Participants

1.0 Timings: While following time schedules is very important in all aspects of our lives,

it is all the more so at training workshops. This is because training is generally aimed

at “behavior modification” and thus offers us an opportunity not only to gain

knowledge about the theme at hand but also to realign our self-development habits.

1.1

1.2

The Strategic Visions/Strategic Time Management/Bridging Differences: The
Art of Creating Agreements Workshops are very sequential and missing out
on even a small section would necessarily entail later challenges; it would be
difficult to reconnect with the group which would have moved forward and
the learning deficit would not be easy to make up. Unless the participant’s
absence is due to an unavoidable emergency, such absence would, at the very
least, mean missing out on his or her responsibility to the sponsoring
organization and also to herself or himself as a conscientious learner.
Accordingly, we expect all participants to be on time at the beginning of every
session of the workshop. Care must be taken to come back at the scheduled
/agreed time(s) after the breaks. We shall not wait for any participant when
starting or re-starting a session.

In the event of an unforeseen happening, if a participant happens to miss out
on more than one and a half hours of the workshop, we shall not be able to
award the certificate to her/him. We have, however, developed a fair
mechanism to offset the learning deficit and enable delivery of the certificate
to such participants. We encourage any participant who has missed out on
one or more sessions of the workshop to come to us after the workshop
hours (preferably during the workshop or otherwise after it ends) for a special
one-on-one make-up session in which our trainer(s) shall happily go over the
missed out sections in our own time. It would only be after this special
session that we would award the certificate. We are sure that participants
would agree with us on this policy which essentially comprises a rights and
fairness issue (it is the right of all participants to be treated equally and it is
fair that a distinction be made amongst those who attend the training fully

and those who do not).
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2.0

3.0

Mobile/cell phones: We believe that training is a full time assignment. Like all other
organizational activities, training should be undertaken with full concentration and
seriousness. A distinction should not be made between office work which is generally
considered to be “important” and “mere” training. The ringing of mobile phones
disturbs the whole group and sets back the training process, often severely.
Accordingly, we cannot make any allowance or compromise on mobile phone usage
inside the training room. While we strongly urge participants to keep their cell
phones turned off, if that is not possible, the sets may be kept in silent or vibration
mode. Although emergency calls may be attended by walking out of the room,
participants should appreciate that doing so not only deprives them of the required
focus and continuity but also disturbs other participants. We have lately become very
strict after receiving strong complaints from our participants in this regard. Thus, if
any individual participant continues to move out of the room very frequently, he or

b

she should expect a “behavior modification intervention.” We believe this is also a
rights issue — as one participant’s attending to phone (even by walking out) deprives
others of their right to focus. There are ample breaks in which calls can be made and
taken. Sending or receiving short messages (sms) from/in the classroom is also

counterproductive to the important task of training and hence not allowed. However,

leaving for washroom is allowed without permission from the trainer.

Questions & Answers: We strongly request participants to ask questions. No
question is irrelevant or trivial. We shall deal with these questions in the following

five ways:

3.1 answer it immediately.

3.2 ask you to wait as the coming section(s) will cover the relevant topic

which will then answer the question.

3.3 ask the individual to meet the trainers later for a one-on-one session (when the

question is very specific to the questioner).

3.4 putall questions on hold for a specific time.

5
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4.0

5.0

6.0

3.5 admit our lack of knowledge and try to find the answer which may be given at a

subsequent time.

Workshop Language: Depending largely on the choice of the participants (and
partially on the facility of the trainers), the training shall be conducted in English,
Urdu or a mix of both the languages (as is often the case in most Pakistani
organizational settings). Sometimes we may have participants who are totally
unfamiliar with Urdu and in such cases the training would be conducted in English.
This shall be clarified at the outset of the training. During an all English session, we
shall sometimes use Urdu (especially poetry) which we shall translate for our English

speaking friends.

Design of the folder: The folder which has been provided to all participants for use
in the workshop has been specially designed and includes the following features:

5.1  Sheets of punched paper have been provided; it is strongly recommend that
these sheets be used for note-taking and be subsequently inserted into the folder so
that all the notes and handouts are in one place.

5.2 All of our workshops undergo continuous changes. Accordingly, when a
major section is re-written or developed anew old participants would be informed via
email; they may then download the material from our website, print it and place it in

this manual.

Getting the most out of this workshop:

6.1 The brain performs different functions in the body. Comprehension and
expression of ideas are two distinct functions of the brain and amongst these two
functions expression of an idea is higher in complexity. Whenever the brain is given a
cue that an idea will have to be expressed together with being understood and
comprehended, the brain sequences the information differently and comprehension is
automatically increased. Also, the person is more attentive knowing that this

information has to be reproduced.
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The best way to get the most out of this workshop would be to make an intention of
passing on the knowledge gained to at least one person, preferably who is close to the
officer — and as soon as possible. Please also keep in mind that as a part of
participants’ homework individuals will be asked to deliver condensed versions of the
sections of this workshop to someone who is close to them. Generally participants
would be asked to share the experience (of sharing the knowledge) the next day. This
training delivery does not have to be very elaborate; only a few minutes of instruction

would also suffice.

Participants have permission to reproduce all our training materials including the
multi-media presentations; they are free to use it to train others and also to make
further copies. Of course, it remains their moral obligation to acknowledge the
source.

6.2 When someone is spoken to, the listener is usually doing three things:

a. The act of hearing, which is a mechanical action.

b. Comprehension, in which the listener is making sense of what is
being heard by comparing it with all the relevant data that is available
in the brain.

C. Judgment, in which the listener decides on the authenticity of the
information received and the usefulness or the lack of it (for example
the information may be correct but the listener may decide that it is

not relevant to him/her or that it has limited or no use).

Since (b) and (c) cannot happen without (a), we can easily declare that (a) is a pre-
requisite. Similarly it is clear that the better the comprehension, the better the

judgment.

One of the most common errors that normal listeners make is trying to do both
comprehension and judgment at the same time. So as individuals try to comprehend
information while it is still in the process of arriving and as they comprehend it, they
are also in the judging mode, many a times they arrive at a judgment before the

complete information has arrived. Since the judgment has been made, the mind then
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7.0

tunes off to later pieces of information which could have resulted in a different
judgment had those were also factored in. In general, this is called premature

judgment.

Also, judgment takes away brain resources which were better suited for

comprehension at that time, thus impairing our comprehension.

Premature judgment is one of the major reasons behind a lot of unnecessary conflict

and misunderstanding.

Here are a few steps that we propose — and which participants would find valuable in
getting the best out of this workshop:

1. Suspend judgment till all the information has been received. If some information
is not clear, then a question should be asked to fill in the information gap.

2. If there is a lot of information (anything that goes on for more than five
minutes), please take notes so that not only the important points but their sequencing
is preserved.

3. Once the information has been gained, participants should calmly analyze the
information and then proceed to make a judgment. Also, judgment can be delayed to
a later, quieter time.

Our workshop is interspaced with breaks, group exercises, simple stories and

anecdotes which provide ample time for judgment of critical ideas.

Reference manual vs. textbook: Please do note that this is a reference manual;
during the workshop we shall be going back and forth in the manual. We apologize
for any inconvenience that this may cause. Our workshops are dynamically
structured which means that the sequence of questions and the flow of the
discussions is based on the nature of the group; as we will keep restructuring the
workshop flow, there is the need to move back and forth. We assure the participants
that the little trouble that they would face will be well worth the payback in terms of

clarity in developing concepts and improving understanding of the subject matter.
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8.0

9.0

Quizzes: Quizzes might be given at various times during the workshop. The

purpose is not to embarrass any one or more participants but to make sure that the

whole group understands what is being presented. If any one or more participants

do not pass a quiz, they need not get worried. It happens. In that case, we will ask

the not-so-successful participants to give us two hours of their time after the

workshop so that we may go over their questions and concerns. Any participant

who fails the quiz, shall have her or his certificate withheld until the extra time which

has been sought is made available by the individual trainee(s) to go through the

concepts in which they had difficulty.

General Instructions:

9.1

9.2

9.3

9.4

9.5

9.6

Pre-workshop questionnaire: Please fill out the pre-workshop

questionnaires if not already done by this time.

Names for certificates: Please fill out the sheet which will be circulated for
ascertaining the correct and full names to be written on the certificates. Please
fill this sheet whether you are a new participant or are repeating the complete

workshop. Please do not fill it out if you are a guest.

Highlighters: These have been provided for use during the workshop and
shall be collected at the end of the day.

Blank sheets: Please use the blank sheets for taking notes — but remember to

be environmentally friendly by using as little paper as possible.

Name on the manual: Participants are requested to please write their names

on the manuals and keep them securely at all times.

Valuables: All valuables like mobile phones must be kept on the person of
the participants — and especially so when leaving the training room, especially
when going for lunch and breaks. The organizers are unable to assume any

responsibility for loss of misplaced or lost valuables.

9
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9.7 Comfortable atmosphere and regulating temperature: It is important that
the participants feel comfortable. Therefore, they are requested to please
inform the Workshop Coordinator immediately if the air-conditioning or the
heating is either too high or too low. We highly recommend that participants

bring a coat or jacket with them to the training to counter cold.

9.8  Soft copies: Soft copies of selected slides of the workshop presentation are

available on Timelenders’ website (www.timelenders.com).

9.9 Assistance: Participants should contact the Workshop Coordinator for any

assistance.

10
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Definitions: Position and Positional Bargaining

Position
A position in a negotiation is the outcome that a party wants which is communicated to the

other party.
Positional Bargaining

This is the most common way of settling differences in which people take positions, argue

for them and then make concessions to reach a compromise.

11
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Worksheet: Identify a settlement that has happened in your life which

can be termed as positional bargaining.

Please identify the parties involved in the negotiation and the initial positions that they had
taken. For example, a husband and wife are negotiating over which color of sofa to buy. The
wife says that she wants a red sofa and the husband says that he wants a blue one. The initial
position that the husband has taken is that the color of the sofa should be blue whereas the

wife has taken the position of having the color as red.

An overview of the negotiation:

Party 1:

Party 2:

Initial Position of Party 1:

Please turn over

12
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Initial Position of Party 2:

The second position of party 1 after the first concession (if applicable):

The second position of party 2 after the first concession (if applicable):

Consensus:

13
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Worksheet: Can you identify any drawbacks of positional bargaining?

14
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The drawbacks of positional bargaining

1. Due to an emphasis on positions rather than the underlying reasons, positional
bargaining misses out on the opportunity of generating more mutually beneficial
creative solutions hence tends to produce less wiser results. (The orange example)

2. Positional bargaining by the virtue of its design creates a context which encourages
lying and deception.

3. Positional bargaining tends to damage relationships.
Why is positional Bargaining so common?

1. Positional bargaining requires no or very little planning and preparation.
2. Itis very convenient

3. It works most of the time and gives us results although less wise.

4. Positional bargaining is a learned behavior.
5

It can be applied to any situation.

15
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Strategic Resolution Skills

Definition

A structured interaction between individuals or groups aimed at resolving a difference to

come to an agreement in which a set of principles are held supreme.

The five fundamentals of Strategic Resolution Skills

1. Principles: We play by a set of principles regardless of the consequences. There are

three principles:

a. We shall not lie

b. We shall not deceive

c.  We shall not take unfair advantage of someone’s weakness

2. Focus on interests, not positions

3. Be mindful of the human angle

4. Generate a variety of possibilities before deciding what to do.

5. Insist on objective criteria; settle on the standard before addressing the differences.

16
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Strategic Resolution Skills vs. Hard and Soft Positional Bargaining

S/No.

Positional Bargaining

Strategic Resolution Skills

Soft (Lose/Win)

Hard (Win/Lose)

(Win/Win)

Participants may be

principles

principled, may not be
1 principled or have varying
degree of loyalty to the

Again the same:
principled, may not be
principled or have a cost
attached to the principles.

Always abiding by principles no matter
what or whether the other party is
principled or not.

Participants are friends

Participants are

Participants are problem-solvers

adversaries
3 The goal is agreement The goal is victory The goal is a wise and just outcome
Make concessions to Demand concessions as a | Separate the people and relationships
4 cultivate the relationship | condition of relationship | from the problem.
Be soft on the people and | Be hard on the people Be soft on the people hard on the
5 soft on the position and the position principles
Trust others Distrust others Neither blindly trust or sweepingly
6 mistrust rather trust principles and the
merits of the issue
; Change your position Dig into your position Focus on interests, not positions

easily

8 Make offers

Make threats

Explore interests

Disclose your bottom line

Mislead as to your

Avoid having a bottom line

K bottom line
Accept one sided loses to | Demand one sided gains | Invent options for mutual gains
10 reach agreement as the price of agreement
Search for the single Search for the single Develop multiple answers to choose
1 answer, the one they will | answer the one you will from; decide later
accept accept
12 Insist on agreement Insist on your position Insist on using objective standards
Try to avoid a contest of | Try to win a contest of Try to apply standards while not
B3] il will budging on principles
” Yield to pressure Apply pressure Reason and be open to reason; yield to

reason and principles, not pressure.

17
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First fundamental: We play by a set of principles regardless of the

consequences.

There are three principles:

1. We shall not lie.

2. We shall not deceive.

3. We shall not take unfair advantage of someone’s weakness.
g

18
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Second fundamental: Focus on interests, not positions

Intended Interests

The interests of a person which are cleatly in his/her mind at the start of the settlement

process

Unintended Interests

The clear indisputable interests of a person that he/she doesn’t have in his/her mind at the

start of the settlement process

Identifying Interests

1. Ask ‘why’

2. Keep in mind that each side may have multiple interests

The most powerful interests are basic human needs

1. Security

Economic well being
Sense of belonging
Recognition

Control over one’s life

Respect

A T AT T o B

Love

19
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Third fundamental: Be mindful of the human angle

The three basics of the human angle: perceptions, emotions and communication

Perceptions
1. Understand that people may have different perceptions of the same reality.
2. Tor people, their perceptions are their reality and they will act accordingly.
3. The better you understand yours and the other party’s perceptions, the better you

can negotiate.

21
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Few of the optical illusions

Count the black dots! :0)

22
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Are the horizontal lines parallel or do they slope?

23
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How many legs does this elephant have?

24
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Which circle in the middle is bigger?

25
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This is without a doubt one of the coolest PC-Illusion, I have seen so far.

Follow the instructions:

1) Relax and concentrate on the 4 small dots in the middle of the picture for about. 30-
40 secs.

2) Then, take a look at a wall near you { any smooth, single coloured surface)

3) You will see acircle of light developing

4) Start blinking your eyes a couple of times and you will see a figure emerging...

5) What do you see? Moreover, who do you see?

26
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Understand the other party’s perceptions

A

Put yourself in their shoes to understand what their perceptions are.

Look into possible ways of looking at the reality and see whether the other side is
looking at reality from one of the ways that you have thought of.

Listen very carefully.

Para-phrasing

Discuss each other’s perceptions.

In the event of negative perception about you, act inconsistently with their

perceptions.

27
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Steps to tackle emotions in settling differences

AN

Be calm

Recognize emotions, theirs and yours
Make emotions explicit

Let the other side let off steam

Keep an eye on the emotional bank Account

28
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Steps to tackle possible communication challenges

Keep an eye on the non-verbal communication
Listen actively and acknowledge what is being said.

Speak to be understood

el

Don’t speak to the gallery

Non-Verbal communication

Speech pace, pauses

Pitch and Tone

Use of space, distance
Body motion and gestures
Body posture

Facial Expressions

Gaze

Touch and body contact

Y e J o ok b=

Style of written text

Facts

1. 8 positions for brows and forehead.

17 positions for our eyes and eyelids.

45 positions for our lower jaw.

I

43 distinct and separate muscle movements in the face giving us a combination of
10,000 identifiable facial configurations.

5. Some facial expressions are fleeting, lasting for four hundredth of a second.

Reference: Performance Management, Baguley, Phil; Contemporary Books, 2003

29
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Which part of a speech carries the greatest impact?

In 1967, psychologist Albert Mehrabian analyzed the way a speaker’s attitudes and feelings
impact on an audience. He reseatrched what proportion of the perceived attitudes/ feelings is
in the verbal content (the meaning of the words)? How much is in the vocal content (tones)?

How much is in the visual content (body language)? The results were startling as shown in

the following figure:

The impact of a speaker's feelings and attitudes in a

con\(l)ersation
60% 55%

50% - . 5
40% - ° B Verbal (words)
30% B Visual (face) |
20% - @ Vocal (voice)

7%
10%

0% +—

Verbal Visual Vocal

(words) (face) (voice)

Impact

If we combine the last two columns, we get what we see in the following figure:

Your words versus how you present them
100% 9%
80% -
_.g 60% B Your Words
£
= 40% A B How you present
your words?
20% 7%
0% - T
Your Words How you present
your words?

Reference: Making Presentations Happen (Page 7) by Michael Brown, 2004
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Fourth fundamental: Generate a variety of possibilities before deciding

what to do.

The four major obstacles towards a creative mutually beneficial solution

1. Premature judgment.
2. Searching for the single answer
3. Assumption of the fixed pie

4. Solving their problem is their problem

b s &

Rt |
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Fifth fundamental: Insist on an objective criteria

“Settle the standard before addressing the differences”

Different types of standards

—_

. Market Value

Precedent

Scientific Judgment
Professional standards
What a court may decide
Moral standards

Shariah

e B R S S

Tradition

Two steps to apply standards

1. List out all the applicable standards.

2. Settle on which is best.

32
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BATNA (Best Alternative to a Negotiated Agreement)

Your best alternative to a negotiated agreement

33
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Ways to counter positional bargaining

Before you assess them, keep one thing in mind; don’t give up on the principles no matter

what.

Here are three ways that they will use and their counter steps

1. Insisting on their position forcefully

e Don’t accept or reject

e Ask for explanation

2. Attacking your ideas

e Don’t defend the attack rather consider it as a criticism and use it to gain

knowledge.

2. A personal attack
e Resist hitting back
e [Let them take their steam off
e Try to deflect it on the problem
e Ignore

e Silence

Two main weapons in this situation: Asking questions instead of making statements and

silence.

If the above doesn’t work, call in a third party.
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Appendix — A

Sayings of the Prophet (SAW)
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Appendix — B

Boss & subordinate exercise

General Facts

The exercise is over moving subordinate to a new position.

Asif is Head of Marketing in a Pharmaceutical Industry. He is young and has moved up the
ranks quite fast. He has a Bachelors in Pharmacy and took an MBA later on. He has changed
jobs a few times. Since he has moved up quite fast, some of his old friends are still Product
Managers or Division Managers of product lines. Since Asif started his career as a junior

sales officer, he is very sensitive to how juniors feel.

Mahmood is a Product Manager in one of the best selling product lines, Falcon, with 35% of
the revenue share. The Division Head of Falcon has accepted a job in another company and

is about to leave.

Asif and Mahmood have worked together for 4 years as sales officers in a previous company
and hence are good friends also. Many people in the company are not aware of this close
association years ago and both of them have been discreet about it also. Furthermore, they
have not allowed the current difference in status at the company to impact their relationship.

They also regularly meet outside the company.

Additional facts for the Boss

You find yourself a little challenged with the Division Head leaving. Somehow Mahmood
has not been up to the mark lately. Some of his product launches have been slow, which
have caught the attention of the CEO and other directors. You have been able to explain it
to others by citing the fantastic performance of Mahmood in the past.

You are wondering why Mahmood has faulted. Some of his colleagues think that Mahmood
is de-motivated and there are rumors that Mahmood might be thinking of moving to

another company.

37
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The CEO had a talk with you regarding this matter. He has strongly advised you to move the
Division Head of a smaller product line (Hawk, with only 8 % of the revenue share) to
Falcon. Your strategy is to move Mahmood as a Division Head to Hawk. The idea is that to
let Mahmood get a chance to improve his performance leading a smaller challenge and if he
does get his past record back, then there would be many good chances in the future where
you intend to look after Mahmood. In case his performance doesn’t improve or deteriorates
than you intend to personally intervene and take care of the matters and protect Mahmood’s
career as much as possible and really look into the matter as to what is going wrong with
Mahmood. You know that you would not be able to do that if Mahmood takes charge of
Falcon and then messes up since Falcon is in the limelight and his performance would be
there for everyone to see. Furthermore, if Mahmood is at Falcon, you would not be able to
intervene without causing a noise as people would start asking as to why you are intervening

so much.

You have decided to meet with Mahmood and discuss with him his idea of moving him to

Hawk.

Additional facts for the Subordinate

You being the most experienced Product Manager in Falcon are expecting to get promoted
to this position. You are as good and hard working as Asif but due to family constraints
could not afford to go to school while working and couldn’t get an MBA and hence couldn’t

move up the ladder as fast as Asif.

You really would like to get this position. You have been working hard for years and this

would be the best break for you in your career and you are looking really forward to it.

You are worried about your performance lately. You have not been able to meet the

organizational expectations. You have come up against two challenges at once:

Firstly, you had developed a bad rapport with your outgoing Division Head. The Division
Head of your unit had developed a negative bias against one of his Assistant Product
Managers Ashraf who is very religious and insists on regular prayers with Jamaat in the

masjid. The Division Head felt irritated with this insistence and kept telling him to delay his
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prayers, which Ashraf regularly refused. So the Division Head had been making life difficult
for Ashraf and wanted you to give him tough time also. You being very upright knew that
Division Head’s position was incorrect as Ashraf is a star performer and there is basically no

ground for a poor performance appraisal.

This had turned the Division Head against you and he had started to accuse you of
favoritism regarding Ashraf. And in the past few months, he had started to work in ways
which hampered your work and which ultimately affected your performance. You didn’t
want to bring this to the notice of Asif as this could have blown into further complications
as the Division Head had done extremely well and had taken the sales of Falcon to record

heights and had earned praises from all in the company.

You could have easily survived this as you had your share of bad bosses in the past. But the
second challenge really got you down. Your elder brother has had a nervous breakdown,
which led to his losing his job and his relationship with his family being strained to the point
that his brother’s wife was requesting for a divorce. In the past months you have not only
been financially taking care of your brother’s family but a lot of time has been eaten up into
extensive intervention to avoid the breakup of the family as your brother has three young
kids. This has been extremely draining to you emotionally. This has really taken its toll as you
have to deal with weeks of very little sleep only to find a bad boss at work which you

couldn’t challenge openly.

Your parents have kept the sudden appearance of psychological illness of their son as a

secret due to the societal taboo of such illnesses. You have been asked to do the same and
you are reluctant to share it with others including Asif. You had thought of sharing it with
Asif but had refrained because you fear that Asif might consider this as an excuse for your

poor performance lately.

Recently, your brothet’s health has improved with medication and he has finally started a
job. Now with the Divisional Head leaving, both challenges seem to be vanishing and you
are confident that you could again show your star performance only if you get the chance.

You fear that if you miss this opportunity your career will not advance as you wished.
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Position of Boss (Asif)

Move Mahmood as Division Head of Hawk

Intended Interests behind this position

1. The CEO strong recommendation that Mahmood should be moved to Hawk

2. To allow Mahmood as safer option of improving his performance as he can
intervene to assist him if things don’t work out as Falcon is in the limelight and he
would not be able to assist so much without having people notice.

3. To keep his relationship with Mahmood discreet.

Unintended Interests

1. Falcon Division is the best performing division and any mishap there would be a big

issue for Asif and for the company.

Position of Subordinate (Mahmood)

Get the promotion of Division Head of Falcon

Intended interests behind this position

1. 'This would be the best break of Mr. Mahmood’s career
2. A chance to once again show the star performance

3. Without having this opportunity, the career advancement would not be as Mahmood

wished

Unintended Interests

1. Better financial prospects

2. 'The ability to regain the financial expenses incurred due to the brother’s illness

3. The ability to provide Ashraf a safe working environment and help him also improve
his reputation which was tarnished by the outgoing Division Head

4. Chance of better performance as he would be leading the team of people who he has

been working with for quite some time
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Possible Perceptions of the boss (Asif)

Positive Perceptions

Negative Perceptions

There could be a very good
reason behind the poor
performance of Mahmood

Mahmood is de-motivated because he has not been as
successful as Asif

Since Mahmood is a good
friend and trusts me, he will
agree to my proposal to
move to Hawk

Mahmood is de-motivated because he is thinking of
leaving the company

Mahmood has already gotten a job in another
company

Mahmood is being careless as he feels that no matter
what, Asif will cover him because of the mutual
friendship

If Mahmood is moved up to Division Head, he will
definitely mess up the performance of Falcon

Mahmood has allowed his past star performance to get
to his head and his arrogance is causing him issues
now. There is the golden words of wisdom, pride
comes before the fall

Since Mahmood has developed this character flaw,
there is nothing I can do to help him

Possible Perceptions of the Subordinate (Mahmood)

Positive Perceptions

Negative Perceptions

Based on the past good
performance before the
current bad patch, Asif will
promote me as the
Division Head of Falcon

I can’t disclose both the reasons of my poor
performance as Asif will take that as a lame excuse

Whatever the discussion,
Asif will always keep my
well-being in mind

Even though he is a friend, he might not want me to
grow and threaten his position in the future

To keep our friendship discreet, he will not be so
willing to promote me due to the bad patch that I have
faced

Asif may have had knowledge that the Division Head
was making my life difficult but kept quiet so not to
rock his own position

Asif is keeping his friendship with me as a formality as
he now considers himself in another league
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Appendix — C

Husband & wife role play on going out for dinner

General Facts

Ahmad and Mariam have been married for 4 years and have a 2 year old daughter, Khadjja.
Ahmad works as the CEO of his own IT firm which provides I'T services for clients in the

US and Canada. He set up the company three years ago.

Mariam has done an MBBS but due to marriage and the child, she is not working. The
understanding is that when the daughter starts to go to school, she can start work. She is

very ambitious about her career.

They live with the parents of Ahmad who are old. Mariam gets along pretty well with her
mother in law but sometimes there are differences and the mother in law due to her old age

gets a little negative.

Tonight is a Saturday and Mariam would like to go out with Ahmad and daughter for a
dinner. Ahmad has come home and is saying that he would prefer to have a quiet dinner at

home. Mariam has also offered to drive to make it easy for Ahmad after a long day at work.
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Additional facts for Ahmad

Your company is currently is facing challenges due to adverse financial conditions globally.
The company is breaking even but you are afraid that conditions can worsen. Since your
clients are based in North America, you are forced to work late in the evenings or sometimes

very early in the mornings.

The past week has been tough. There have been many late sittings. Mariam has been asking
you to take her out for dinner to give her a break from the tough job of managing the home
and the daughter. You believe that she deserves this but there is a deal with a big potential
client that has dragged and it has come very near to a close. You figure that it would take

another 3-4 days.

You have not shared the company’s challenges with Mariam as you believe this will stress

her out further.

Tonight is a Saturday and you have a skype meeting with the CEO of the company at
around 4:00 am the next morning. You are hoping that if you can take a quiet dinner and
retire early then you can wake up in the middle of the night and take care of this business.
You are not comfortable sharing this with Mariam as she might take an exception to this as
you have been working late already and then getting up in the middle of the night on a

weekend may appear just too much for her.
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Additional facts for Mariam

You have had a few tough weeks. Khadija had been ill once with an ear infection and once
with a chest congestion. The doctor has asked for some tests for Khadija as he is suspecting

Asthma: you are very worried.

You have decided not to share this with the family as of yet till you get the results of the test.
Especially you would not want your in-laws to know as they are already very old and you
don’t want to get them concerned so much. As for Ahmad, he has been so busy that you

had not had time to explain to him this matter as he has been coming late.

You believe that you deserve a break also and Ahmad has been promising to take you out
for some weeks. You know that Ahmad is very passionate about his work but you also

believe that he should bring some balance in his life. You have been extra supportive of him.

Tonight, you are really looking forward to an evening out with Ahmad and this will also give
you the opportunity to bring up the possible Asthma issue and let Ahmad know how
worried you are about it. Asthma runs in your family and you were asthmatic when you were
a child and had grown out of it by the age of 9. These were difficult years and you are
hoping and praying to Allah (swt) that this doesn’t happen to Khadija. You are sure that
Ahmad will be understanding and supportive only if you can get his relaxed time to explain

this to him. You feel that this will be an emotionally taxing discussion.
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Appendix — D

Car exercise

General facts

1. The exercise is taking place in March 2012.

2. The car is a 2008 Toyota Corolla GLI Gun Metallic color and has 60,000 km on it. (The
average that cars usually have is 22000 km/year so it is a little less driven as usually cars
this age have around 88,000 km on them).

3. Cars such as these are currently selling somewhere between Rs.11,75,000 to Rs.12,50,000
depending upon the condition.

4. 'The seller’s salary is Rs. 100,000.00 per month.

5. The buyer is a successful child specialist who has done his specialization from London
and earns around Rs.400,000/month and has two daughters who are both married and
settled.

6. There is a mutual friend who would have told a little bit about the buyer and seller to

each othetr.
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Additional facts for the seller

1. You had paid Rs.25,000 a couple of months ago for extra wide radial tyres.

2. You have another car which is an old Pajero jeep.

3. You had bought the tracker system for the car. The equipment was for 30,000 which
would sell for Rs. 12,000 if you were to sell it separately.

4. You had bought the car for Rs.11,00,000 second hand from the first owner.

5. You had come up with the money by selling a small plot.

6. You work in a pharmaceutical company and have a company maintained car also. You
have three school going children all under the age of 12.

7. 'The car had a major accident once. It had hit an open manhole and had its right front
suspension broken. You had put in original parts as at that time you didn’t intend to sell
the car.

8. The car pulls left sometimes and you are not sure why it is doing it. It could be because
of the accident or could be because of wheel alignment.

9. There was a small accident in which the back light was broken and the fender damaged.
You put in original light and fender (all factory produced). The work is so well done that
it looks just like new.

10. You have a farm so a lot of miles on the car have been driven on dirt roads.
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Additional facts for the buyer

1. You are buying this car for your wife and need a dependable car. You own a new Honda
Accord.

2. The seller works in a pharmaceutical company and has three school going children all
under the age of 12.

3. The car pulls to the left sometimes.

4. 'The car appears to be in an immaculate condition.

5. 'The seller owns a farm and you know the area and it has a lot of dirt roads. You are not
sure if the person has another car or if he has driven this car on the roads.

6. You have test driven the car and your mechanic says that the engine is sound. The only

thing was the pulling of the car towards one direction.
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Appendix — E

Father and son exercise

General facts

This exercise is between Akram (the father) and Aslam (the son) over marriage. The

father wants his son to marry one girl while the son wants to marry another one.

10.

11.
12.
13.
14.

The father wants his son to marry Ayesha, the daughter of his youngest brother.

She is educated (bachelor), intelligent and good looking and is few months older than
Aslam.

Aslam wants a religious girl. Ayesha is religious, prays and fasts but doesn’t wear the
hijab.

Mrs. Akram, Aslam’s mother is diabetic and requires continuous medical attention. Mrs.
Akram and Ayesha get along very well.

Aslam is the only son of Akram.

Aslam has done a Masters in Electrical Engineering.

Akram is also an engineer and is working as the Sr. Manager in a consulting firm and
would be retiring in a couple of years.

Aslam has just started working.

Akram doesn’t have any savings as they vanished in taking care of his wife’s illness.
Aslam wants to marry Zainab who was his class-fellow in the Engineering School. She is
a couple of years younger than him. Her father is a reputed businessman. Zainab is well
mannered and gentle. Aslam came to know her during one project which they did
together. Zainab’s family is not religious.

She is currently pursuing her MBA.

She wears hijab when she meets Aslam but takes it off when she leaves college.

Zainab was engaged earlier to her cousin but then the engagement broke off.

Zainab is average looking and walks with a very slight limp (very difficult to notice) due

to a childhood accident.
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Additional facts for the father

1. Ayesha’s father (your youngest brother) was your favorite brother and he had died
young. His wife had brought up the kids at a great personal sacrifice and you had assisted
her family. For many years you had thought of marrying your son to your brothet’s
daughter as you have a feeling that you haven’t done enough for the family and this is
another way to make up for that shortcoming,.

2. There are two challenges with Ayesha: first, she is a few months older than the son and
secondly she has a temper. You think that since your son (Aslam) is highly educated and
very mature, he would be able to handle this.

3. Your son wants a religious girl and Ayesha doesn’t wear a hijab, however, you are
confident that she would do it after marriage as her mother and older sister wear the
hijab.

4. As your wife is diabetic and gets along very well with Ayesha, so, you reason that Ayesha
would be good on this account also as someone who might not get along with your wife
would only add stress to your lives.

5. Zainab was engaged eatlier to her cousin but then the engagement broke off. Whether

she liked her cousin or not is not known to you.
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Additional facts for the Son

1. Zainab’s family is not religious but after you both became friends and during discussions,
she got interested in practicing Islam. You brought her books and she started prayers.
When she decided to wear the hijab, her family reacted and her father and her brothers
opposed her. She wears hijab at College and when she is home, she takes it off. You now
also feel a sense of responsibility for having her come closer to Islam and you reason
that if you were to marry her, you would provide her with the environment where she
would be able to practice Islam freely.

2. Zainab’s mother is also diabetic and she has been taking excellent care of her mother.

3. Zainab was engaged eatlier to her cousin but then the engagement broke off. Zainab had
sald no when she had found that her cousin was into alcohol abuse.

4. You are thinking of going into business as you have seen your father work all his life and
not been able to move beyond just making ends meet. You feel that Zainab’s family
background in business and her MBA degree would help you a lot in pursuing your plans

for business.
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Appendix — F

Husband & wife exercise

General Facts

The exercise is over moving to a new locality.

Mr. Amjad Ali has a wife, Fatima, and three children ages 7 years, 4 years and 2 months. The

first two go to school and are in 2™ class and Kindergarten respectively.

Mr. Amjad is a pilot in a local aitline and is required to be away from home for up to two
weeks a month. Fatima is a school teacher and is now staying at home to take care of the
children. She has a plan that once the third child starts going to school she can resume her

school teaching.

Amjad and family live in North Nazimabad in a rented apartment. The apartment is now just
adequate for the family with three bedrooms. With the rent going up, Amjad would like to

buy his own home with Islamic Financing. There are two options:

1. To move into a 3 bedroom apartment in Defence. He has 2 million saved up and would
need to get financing for 8 million for a total of 10 million which is the value of the
apartment. Defence has the benefit that two sisters of his wife live close by to the
apartment that they are interested in. This would be beneficial as his wife can get
assistance when he is away from home. Once his third child starts going to school,
Fatima will find it easier to find a job in the local area schools as her specialization is in
O/A level teaching and there are a quite a few O/A level schools in the area. The
drawback of this preposition is that in a few years, the apartment would become
inadequate for the family needs. The maximum financing that Amjad can afford is 8

million and has to match 2 million of his own funds to qualify for this financing.
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2. The second option is a 3 bedroom house in Malir Cant. The house is worth 7.5 million
which means that Amjad will have to only finance 5.5 million for the house. The benefit
is that Amjad will also get ownership of the land and in the future can build another
story on top of the house to accommodate the increasing need of his family, something
he can’t do in the apartment. The drawback is that the market appreciation of the house
is only 10% per year as opposed to 20% per year for the apartment. This is based on the
past 5 years’ data. For Fatima, there are only a few schools available in this locality to
teach in and these schools do not pay as much as the schools in the Defence area. The

cost of living in Malir is relatively lower than in Defence.
Amjad wants to move into the Malir Area whereas Fatima wants to move into Defence.
Some additional comparative statistics are:
a. Malir is closer to the airport and this will be really convenient to Amjad.
b. Malir is a relatively safer area than Defence. But this fact is somewhat off-set by
the fact that in Defence the family would be in an apartment whereas in Malir

the family would be in a house. Generally apartments are considered safer than

houses.
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Additional facts for the husband

1. You are also inclined towards Malir because you are seeing an uncertain future in the
airline industry and are worried that you may have to switch jobs and could be without
an income for the interim period. You would rather have a small financial liability than a
big one. In Malir, you would go for 6.5 million in financing and keep 1 million for a

otential raining day. The apartment in Defence doesn’t allow you this option.
potential g day. The apartment in Def d ’t allow you this opti

2. As opposed to Fatima, you come from a middle income family and are not comfortable

in living in posh areas like Defence. You feel more at home in Malir.
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Additional facts for the wife

1.

You don’t like to live in an apartment. You come from a well to do family and it is
more socially acceptable in your family for people to be living in houses. You consider
moving to the apartment in Defence as a temporary measure. Your father is disposing
off some of his assets and has decided to give 5 million to each one of his daughters
(three daughters). You have not yet disclosed this to your husband and are looking for
an appropriate time to do that. So your idea is to move into this apartment in Defence

for two to three years and then sell it off and combine the 5 million to buy a house.

You also feel that you have not taken care of your parents during your time in studies
and your early marriage years and now you would like to do that. Your parents live with
your other sister in Defence and you feel that due to the proximity you would be able to
spend more time with your parents. Having them move in with you would be difficult
because of your engagement with the young kids. The challenge with Malir is that it is

an hour drive away from Defence.
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Appendix - G

The Self-fulfilling Prophecy (The Pygmalion Effect)

Dr. Mariam Hadi Syeda'

“How we believe the world is and what we honestly think it
can become have powerful effects on how things turn out.”

- James Rhem

Introduction

This document describes the Pygmalion Effect, and how an understanding of it is integral to
better communication and encouragement. Consciously or subconsciously, we transfer our
expectations through cues, subtle or obvious, and people pick up these hints. If you
genuinely communicate high expectations, you will achieve better learning and performance.
If you learn to use non-verbal communication effectively, you will be able to transfer healthy

expectations and breed an environment of trust and productivity.

The Premise

In 1971, Robert Rosenthal™ led an experiment where he presented a group of students with
a “strain of super-intelligent” rats that could run mazes faster than ever. He then split the
students into two groups and distributed rats to both. Group A received the new “maze-
bright” rats, while Group B received the “maze-dull” rats. The rats in Group A became
faster and more accurate by the day and showed great improvement. The “dull” rats refused
to budge from the starting point 29% of the time, while the “bright” rats refused only 11%

of the time.

! Dr. Mariam H. Syeda is a Speech Language Pathologist. She is a member of the founding faculty at the
Speech Language Therapy Training School at Ziauddin University, Clifton, Karachi—Pakistan’s first of its kind
bachelors program in the field—and serves as a clinical consultant at Ziauddin University. Dr. Syeda has a
Masters degree in Speech-Language Pathology from Northeastern University in Boston, USA and an MBBS
from Dow Medical College, Karachi.
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In fact, both sets of rats were perfectly normal, and had been distributed randomly amongst
the groups. It was the perceptions of the students that had varied the results. This strange

phenomenon is commonly known as the Pygmalion Effect, or a self-fulfilling prophecy.

The term self-fulfilling prophecy was first coined by Robert Merton* in 1948. In a work
called Social Theory and Social Structure, Merton states that this phenomenon occurs when “a
false definition of the situation evokes a new behavior which makes the original false
conception come true.” In other words, reality can be influenced by the expectations

and behaviors of others.

Background

The Pygmalion Effect can trace its roots to Greek mythology. The prince of Cyprus,
Pygmalion, set out to make a sculpture of the ideal woman. Galatea, his creation, turned out
to be so beautiful that Pygmalion inevitably fell in love with her. He prayed to the gods, and

eventually Galatea was given life and the couple lived happily ever after.

This phenomenon can also be seen in George Bernard Shaw’s play “Pygmalion”, in which
Professor Higgins’s high expectations transformed a flower gitl’s educational performance,
and passed her off as a duchess. Eliza’s, the flower girl, comment below, made to another
character in the play, describes the phenomenon well:

[Thhe difference between a lady and a flower girl is not how she

behaves, but how she’s treated. I shall always be a flower gitl to

Professor Higgins, because he always treats me as a flower girl, and

always will, but I know I can be a lady to you because you always

treat me as a lady, and always will.

The Phenomenon
There are two types of self-fulfilling prophecies.
1) Self-imposed: being influenced by one’s own expectations

2) other-imposed: internalizing the comments/judgments of others
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A lot of research has been carried out in this area. In the experiment discussed earlier,
Rosenthal concluded that the students unknowingly communicated high expectations to
the “maze-bright” rats and communicated low expectations to the presumed “maze-dull”
rats. He also found an element of affection at work: the students with the “maze-bright”
rats actually liked them better, while the opposite was true for the supposedly “dull rats”.
Better performance resulting from high expectations leads us to like someone more, and
lower performance resulting from low expectations leads us to like someone less. This leads
us to another principle. People in general are comfortable when others meet their
expectations, whether high or low; and are not comfortable when one does not meet

their expectations.

In another research,” Rosenthal informed teachers of certain “intellectual bloomers” within

their elementary school classes.

When these students achieved better results, they confirmed the expectations of their
teachers. More interestingly, the students who improved against expectation not only
surprised the teachers but were disliked by them. People in general like to think they
know what is going on, and do not like to be proven wrong: their sense of control is

challenged.

We form expectations; it is only human. Expectations people have of us, and the way
they treat us directly effects the way we behave. If a son is treated with low expectations,
(“leave it, you won’t be able to do it”, “I don’t think you should sign up for this course, it
seems too hard for you”) it is most likely that he is going to grow up thinking that he is not
capable of achievements. Expectations are communicated and are thus reflected in the
image you have created for him. Reality can be influenced by the expectations of

others.
How are these expectations conveyed? Rosenthal postulated a four factor “theory”

(Rosenthal 1974) to describe behaviors associated with teacher expectations.  This

categorization has four factors: climate, input, output and feedback:
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Climate: Teachers create a warmer socioeconomic atmosphere for the “brighter” students.

e Teachers interacting with the presumed “bright” students smiled more,
nodded their heads more, maintained greater eye contact, and leaned towards
the students more than the teachers interacting with the “slow” students.
(Chaikin, Sigler, Derlega 1974).

e High expectation students received the most smiles, and low expectation
students received less smiles (Page 1971)

e The teachers were found to be more supportive and friendly towards high

expectation students (Kester and Letchworth 1972)

Input The teacher’s verbal input, i.e teaching, to students is also relative to expectations.

e Slow or low expectation students receive fewer opportunities to learn (Beex,

1970)

e Low expectation students receive less difficult material to learn (Cornbleth,

Davis, Button 1974; Jeter & Davis 1973)

Output. The frequency of academic interactions (i.e., how often the students and teacher
interact) and how much time is invested by the teacher is seen to vary for highs and lows.
e Teachers tend to interact longer with high expectancy students in a question
answer session when the student has an invalid response, giving them more
clues, rephrasing, or repetition (Brophy and Good, 1970)
e Teachers give highs more time to answer a question before redirecting the
question (Rowe 1974)

e Teachers tend to pay closer attention to the answers from highs(Rothbart,

Dalfen, & Barrett 1971)

Feedback: The teachet’s praise or criticism after an academic interaction is also expectancy

biased.

e High expectancy students receive relatively more praise and less criticism

(Cooper & Baron 1977; Meichenbaum et al, 1969; Brophy & Good, 1970).
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The classic notion of the self-fulfilling prophecy can be summarized in four
elements:

1) We form certain expectations of people or events.

2) We communicate these expectations with different cues.

3) People tend to respond to these cues by adjusting their behavior to match them.

4) The result is that the original expectations turn out to be true.

Notes

1 Robert Rosenthal, a professor of social psychology at Harvard University.

 Robert Merton, a professor of sociology at Columbia University.

¥ Rosenthal and Jacobson, 1968/1992

4 Albert Mehrabian, Professor Emeritus of Psychology, UCLA (University of California,
LA)

B Adapted from “Employee Motivation. Motivation in the Workplace: Theory and Practice”
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Appendix — H

Training Facilitators

Suleman Ahmer, ‘Lead Facilitator’

To further his work and research in Time Management, Suleman founded Timerunners, Inc. in
Chicago in 1999 and Timelenders, Inc. in Boston and Karachi in 2002. Later on he developed
further courses in management and Timelenders has now grown to become a full fledge

management consulting and training firm.

He has trained thousands of individuals and many organizations and companies in United States,
United Arab Emirates and Pakistan. The list of companies trained includes multinational giants like

Pfizer, Philips and Siemens.

Suleman’s interest in the power of missions and visions to transform organizations has resulted in
consulting work with groups both in the US and Pakistan. He has consulted with groups such as

Macter Pharmaceuticals, Shafi-Reso Chem and Amreli Steels.

Suleman is an Engineering graduate of the University of Nebraska and his research with the US Air

Force in Solid State Physics culminated in published work.

Suleman is an award winning author and has two works: the essence of his travel experiences are
captured in “The Embattled Innocence’ published in the US and his current focus is ‘Strategic Time

Management’, which also serves as course material for the Time Management Workshop.
Yameenuddin Ahmed, ‘Training Facilitator’

Associated with Timelenders since 2004, Yameen formally joined in 2005. Presently, he is working
on different projects with Suleman both on the training and consulting fronts and has trained

around 300 people from different walks of life in Strategic Time Management.

Yameen has worked extensively with a large manufacturing group in Pakistan in the areas of

Accounts/Finance, Marketing, HR and trainings.

He has also been involved with teaching and career counseling of thousands of young graduates

from varied disciplines.
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Bridging Differences Workshop Timelenders
Comments/Suggestions
Thanks for being with us at this workshop. We at Timelenders OFFICIAL
would appreciate your comments and suggestions regarding this | 17P¢ °f
workshop. This input would help us improve. Thanks! Wortkshop:
Company
Name: Dates
Designation: Venue
Company: Trainer
Telephone: Event Mgr
Email:

Please write your comments/suggestions in the box below:
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Bridging Differences Workshop Timelenders

Please highlight the number which best describes your impressions Key
during this program 5 Excellent
4 Very Good
3 Good
2 Fair
1 Poor
Methodology and Approach Poor Excellent
Relevance of course content to my needs 1 2 3 4 5
Pace of program 1 2 3 4 5
Course content was stimulating and exciting 1 2 3 4 5
Understood ideas 1 2 3 4 5
Understood how to put ideas into practice 1 2 3 4 5
Quality of Training material and Handouts 1 2 3 4 5
Opverall course rating 1 2 3 4 5
Logistics
Quality of Food and other arrangements 1 2 3 4 5
Room were comfortable (Hotel Residents only) 1 2 3 4 5
Name of the trainer:
Presentation of subject 1 2 3 4 5
Depth of knowledge expressed 1 2 3 4 5
Ability to make the program interactive 1 2 3 4 5
Delivery 1 2 3 4 5
Ability to explain 1 2 3 4 5
Ability to answer questions with relevance 1 2 3 4 5
Overall Rating of Trainer (1 through 5) 1 2 3 4 5
| Overall Rating of the Program ] 1 2 3 4 5

(For Corporate Clients only)
Would you like to be notified regarding our upcoming workshops via sms & email?

[l Yes
[l No
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Give your opinion about the trainer. Give strengths and areas of improvement

Strength Area of Improvement

Thank you
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Please suggest any other person(s) that you think would benefit or be interested in this

workshop.
Name:

Date:

S. Name Relationship Email / Phone
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Bridging Differences Workshop Timelenders

Quiz on Bridging Differences: The Art of Creating Aggrements

Name:

Note: This is an open book quiz.

1. There are fundamentals in a Strategic Resolution Skills
a. Four
b. Five
c. Seven
d. Many

2. Strategic Resolutions is used for

a. FPor extracting a maximum benefit for oneself
b. For winning a deal
c. To reach a wise agreement

d. To dominate the deal

3. A wise agreement is
a. 'That covers maximum of the interests of both the parties
b. That which fulfills our goal/ demand

c. In which bargaining is involved and price is reduced

4. Mr. Imran is a successful lawyer and he is in the court room today in front of the Honorable
Judge for defending his client Mr. Shahid who was accused last month by Naeem for non
payments of property tax against his rented property

a. There are four parties in this case
b. There are three parties in this case
c. There are two parties in this case

d. There are four parties and a facilitator in this case

5. In the frame work of SRS, what is the initial position of Mr. Ali (senior accountant) who

wants to pay the admission fee (150,000) plus accommodation charges 25,000 in advance of



Bridging Differences Workshop Timelenders

his son in a reputable university and will sell his car for 250,000? He has a very clear offer of
210,000 from his friend who is interested in paying cash right away

a. 210,000 in cash

b. 250,000

c. Senior accountant

d. 150,000+25,000 in total

6. The driving force behind your demand is
a. Your position
b. Your creativity
c. Your interests

d. Your desire

7. We should keep the other parties interests under consideration if we want to
reach a wise agreement
a. Never
b. Somehow
c. Always

d. Ask someone else to

8. Creative solutions are always applied on our side of the demand
a. True

b. False

9. Intelligent people are more creative always
a. True
b. False
10. Intelligent people are more capable to negotiate and reach a wise agreement than ordinary
people
a. True

b. False



