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Praise for From Command to Empathy

‘The world of work is rapidly changing because of technology and 
globalization, but it is impossible to predict where jobs will be. The 
only preparation for this new world is a strong foundation of basic 
skills, layered with an emotional intelligence, that makes us mindful, 
empathetic and resilient. This book does a wonderful job of thinking 
about emotions in the Indian workplace. With its rich brew of 
personal experiences and learnings, engaging case studies, research 
and questionnaires, From Command to Empathy is essential reading 
for employees and their leaders.’

—Manish Sabharwal, board member, Reserve Bank of India,  
and CEO, TeamLease

‘As the world hurries towards a path of unsustainable growth and 
increased disparities, next generation of corporate leaders and 
managers will have to bring in empathy as an important element 
in running inclusive businesses. I sincerely believe this book will 
provide a direction to the younger generation of future CEOs, 
CTOs and CFOs—that pure business as usual will not work and 
they will have to bring in an environment or culture that combines 
heart and the mind.’

—Harish Hande, chairman, SELCO India, Ramon Magsaysay 
Award–winner and chosen by Business Today as one of the  
‘twenty-one young leaders for India’s twenty-first century’

‘Rapid changes in technology are disrupting the old order like never 
before. Professionals today need to constantly reinvent themselves 
to cope with these changes. Ironically, it is emotional maturity that 
will be required more than anything else to succeed in a world run 
by robots and machines. From Command to Empathy provides a well-
researched and easy-to-apply framework of how to succeed in such 
an environment. An essential book for our times!’

—Hitesh Oberoi, co-promoter, MD and CEO, Naukri



‘This book is one of the best books I have read on bringing EQ into 
the workplace. I loved the examples, case studies, assessment tools 
and excellent practical approach of the book. I highly recommend it 
to every Indian manager!’

—Prasad Kaipa, CEO Coach, board member, Indian School of 
Business, author of From Smart to Wise and TEDx speaker

‘As nations progress economically, the nature of work moves 
from routine to being knowledge-intensive and creative. This 
necessitates leadership and management systems to evolve from 
being command and control–oriented to one that is based on trust, 
empathy, empowerment and inspiration. And key to that new style 
of leadership, according to the authors, is emotional enablement. 
This book is an important contribution that makes us sensitive to 
this evolving context and provides us with insights about how to get 
the best from people and organizations in this volatile, uncertain, 
complex and ambiguous world.’

—Sourav Mukherji, dean and professor of organizational  
behaviour, IIM–Bangalore

‘I believe that EQ starts with self-awareness and if we are aware 
that we need to make a change in our lives, this book can be of great 
help. The authors bring together both cognition and emotion in a 
framework to transform the self. It is a must-read for all managers 
and leaders. More, if each one even practises a fraction of what is 
being read, [one] will see a sea change in one’s work life and personal 
life for sure.’

—S.V. Nathan, chief talent officer, Deloitte India

‘Today it is imperative for leaders to focus on empathy and inclusion 
in the workplace. This will help integrate the greater number of 
millennials and women professionals into the culture.  In the history 
of Indian businesses, such an imperative takes us into unchartered 
territory. This is where From Command to Empathy makes its most 



important contribution. Hard to put down—I cannot recommend 
this book enough!’

—Shradha Sharma, founder and CEO at YourStory Media, 
Fortune 40 under 40 and ET’s Promising Entrepreneurs  

of India Award–winner

‘In today’s era of competitiveness, being technically skilled just isn’t 
enough. Building an empathetic culture is critical to building successful 
businesses. From Command to Empathy is one book that shows how 
emotional leadership can be the most important factor in driving 
your business goals. A must-read for all present and future leaders.’

—Dhimant Parekh, founder and CEO, TheBetterIndia.com

‘I recommend [From Command to Empathy] to all leaders, technocrats 
and practitioners who believe that EQ will play an even more critical 
role in the future as we co-exist with machines that have equal or 
better IQ than humans. From Command to Empathy is a book that 
addresses this urgent need head-on.’
—Sachin Lulla, global vice president, IBM, rated top influencer for 

#IoT #Artificial Intelligence and #Watson

‘Beyond just the reading pleasure, this book is an effective reference 
applied to the challenges the knowledge workforce of today is facing 
and struggling to deal with.  The case study–driven style, combined 
with the ESTEEM framework, makes it real for the reader and 
provides creative insight to be both productive and popular in 
the workplace. Command to Empathy is critically relevant for the 
knowledge workforce of this century.’

—Tanmay Bandopadhyay, senior director,  
Johnson & Johnson LLC

‘In today’s VUCA (Volatile, Uncertain, Complex, Ambiguous) 
world, the one question everybody is struggling with is what are the 
skill sets required to do the jobs of the future. The book wonderfully 
combines the insightful business experiences of the authors with 



contemporary science and academics to provide a very simple 
framework for succeeding in business life by mastering your EQ. 
It is a very practical guide which can be used by millennials and 
others alike to not only succeed but find great satisfaction and joy 
in their work.’

—Vishal Bhola, global vice president, Unilever, Shanghai, China

‘In the globalized business world of today, technology and tools tend 
to take the entire human dimension out of the equation! All the more 
reason why being realistic about goals, reflective of experiences and 
empathetic towards others at the workplace should form a critical 
aspect of our lives. From Command to Empathy totally nails this key 
imperative of the Digital Age.’

—Anoop Nambiar, chief data officer, HSBC Insurance

‘This isn’t the first book written on EQ—and won’t, almost 
certainly, be the last—but it’s the first that I’ve come across that has 
such a heavy Indian perspective while being global in its outlook. 
The reader will enjoy the many interesting and pertinent anecdotes 
that intersperse this scholarly yet engaging piece of work, as he also 
undoubtedly will the conversational tone of the narrative. Having 
had the good fortune of knowing Suman over a period of time and 
being a part of the admiring audience at a number of his “talks”, I 
can vouch for the sincerity with which he and his co-author have 
approached this topic. I wish all principals, teachers and parents 
would read this book; there’s much here—from Zen masters to 
mindfulness to millennials—that I am sure they’d relate to and 
benefit from. If we seek to build a society based on, borrowing an 
acronym from the book, ESTEEM and if tomorrow’s society needs 
to be reflected in today’s classroom, we’ll certainly gain from the 
authors’ perspective.’

—Santanu Das, president, Karnataka ICSE Schools  
Association, and principal, Sarala Birla Academy



‘Today’s fast-paced and result-oriented work culture comes with 
its pitfalls: the lack of understanding and empathy of senior 
management towards its employees. From Command to Empathy is 
the first book to address this highly relevant and critical issue, the 
missing emotional quotient in most Indian companies. This book is 
an eye-opener on a much-needed workplace reform, perhaps even an 
impending revolution in the making.’

—G.D. Gautama, former home secretary,  
Government of West Bengal

‘Nowadays, start-ups are the new big thing. Entrepreneurs need to 
build relationships with and trust a whole host of people—employees, 
investors and clients. To navigate the many challenges on a daily 
basis, a high level of EQ will be the deciding factor between success 
and failure. From Command to Empathy provides a practical guide 
to steer through these complexities and make the right decisions. A 
great handbook for all current and aspiring entrepreneurs!’

—Ashu Garg, venture capitalist, general partner, Foundation 
Capital, San Francisco, USA

‘Most skilled jobs will be automated in the future. What sets you 
apart is the Human Factor, your emotional quotient, your expertise 
in how you relate to other humans. This book teaches you exactly 
that—and more. Welcome to the future!’

—Avelo Roy, CEO, Kolkata Ventures, and TEDx speaker

‘A well-written book with real-life examples that hit the message 
home. Many organizations and managers fail to appreciate the 
emotional intelligence needed to nurture and motivate their 
employees. Productivity and retention of employees is directly 
related to the emotional culture and the book captures it well. A 
must-read for new managers and companies trying to turn around 
their culture.’

—Raj Manchanda, PhD, chief development officer, Frequency 
Therapeutics, Boston, USA



‘In today’s changing job market, junior candidates are often at a 
loss as they embark on their careers. To be  successful on a long-
term basis, young professionals need to have a good degree of self-
awareness, be realistic in their expectations and develop the ability 
to learn continuously through reflection. From Command to Empathy 
addresses all these  aspects beautifully, and shows how to make it 
work. A must-read for all millennials!’ 

—Deepak Rathi, executive director and COO, HeadCount, an 
ABC Consultants initiative

‘EQ lies at the heart of successful executive coaching. Although the 
concept is much in vogue, in reality, even seasoned leaders exhibit 
blind spots—being impatient, trying to prove oneself right, and not 
treating juniors with enough warmth. Recalibration thus becomes 
critical—pausing to connect back with oneself, at an emotional and 
psychological level. From Command to Empathy helps to do just that. 
A super-interesting book, with a framework, personal experiences, 
stories and case studies, that will engage, inform and inspire—a must 
book for every leader on the path to #BeTheStar.’

—Vikram Kalloo, executive coach, founding fellow, Harvard 
University Institute of Coaching, and TEDx speaker

‘Contrary to widespread belief, achievements such as the Egyptian 
pyramids were not created by slaves but by free men inhabited 
by their will. In an economic world where religious beliefs are no 
longer such an effective engine, there are many theories that suggest 
models of leadership, to produce such prodigious results. In the 
book From Command to Empathy, Avik Chanda and Suman Ghose 
combine years of research and experience to offer a new grammar, 
based on the concept of empathy. What distinguishes this book 
from most others in the genre is its novelistic style of narration, 
interspersed with case studies, analyses and recipes for success, 
which make for an engaging reading experience and also benefit 
the reader in practical terms.’

—Gerald Gaillard, author of The Routledge Dictionary of 
Anthropologists
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Foreword

Deb Deep Sengupta

It’s a myth that consumers buy products. What consumers buy is 
experience. Any organization that is in the business of providing 
products and services will fail if they do not first build the capacity 
to understand or feel what their customers and employees are 
experiencing from their frame of reference. This empathy in turn 
creates trust. Empathy cannot be built from just working behind 
a desk, or by reading about it. It comes from ‘living’ the problem, 
observing and understanding the challenge in real conditions. 
I strongly believe that there is enormous strength and innovative 
advantage that leaders can bring about in their organizations by 
adopting the empathy principle and instilling the same in their teams.

After all, teamwork and collaboration are the cornerstones of 
truly innovative organizations, as opposed to flashes of individual 
brilliance. The best leaders are those who have mastered the ability 
to strike a balance between recognizing individual talents and honing 
the potential of a collaborating team. And being self-aware and 
empathetic is at the core of what keeps a team going. By developing 
the ability to imagine oneself in the other’s position, to understand 
what makes them tick and what motivates them, one can draw out 
more from a team than a sum of their individual capabilities. This 
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empathy comes from using our reasoning abilities to understand 
the other person’s thoughts and motives, and from truly making an 
effort to pause and reflect on the other person’s perspective. 

As a leader, one must be the example of ‘working towards a higher 
purpose’, since teams are better engaged and innovative when they 
know that what they do matters to others. And culture emerges 
from purposeful teams. For a leader, the ability to shape that kind of 
purposeful environment determines the legacy that they could leave 
behind. 

In this context, From Command to Empathy is a timely book. The 
authors present the challenges and offer solutions, not theoretically 
but through the lens of practitioners who live this reality. The book 
takes the reader through multiple states of being: Being Mindful, 
Being Realistic, Being Reflective and Being Empathetic. This 
journey of self-transformation makes the book a practical guide that 
should be a companion for leaders as well as their team members. 

Deb Deep Sengupta is the president and MD of SAP India. In 
the Harvard Business Review study of the world’s most empathetic 
companies, which we have referenced in our book, SAP stands in the top 
10—the only technology company in the world to do so. SAP also stands 
at the vanguard of bringing about transformation through technological 
innovation, and is a model of what enterprises in a creative economy 
should aspire to be. In the corporate/ services sector that is so much the focus 
of current discourse, this foreword makes the book all the more pertinent to 
all practitioners and enthusiasts interested in technology and innovation.



1

Preface

Emotional Intelligence. Now.

‘In the long run, EQ (emotional quotient) trumps IQ (Intelligence 
Quotient). Without being a source of energy for others, very little can 
be accomplished.’ These are the words of Satya Nadella, CEO of 
Microsoft, addressing students at a Talent India summit.

Regrettably though, such a notion runs counter to the way we 
usually think. Even today, many leaders and employers focus on the 
need for greater efficiency, operational improvements and smarter 
management techniques to achieve bottom-line-driven results, at 
the expense of the human element involved. And the repercussions 
on the workforce are telling: an increased sense of alienation, greater 
stress levels, disillusionment and demotivation, all leading to lower 
productivity and higher attrition rates. The adverse effects are 
brought to light in even sharper relief when it comes to managing 
millennials, who are less hesitant than older generations of the 
workforce to leave a firm if its policies and attitudes don’t align with 
their own values.

Studies show that empathy—which is about understanding 
others’ feelings and emotions and our own impact on them—is 
more important to a successful business today than ever before, 
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correlating to growth, productivity and earnings per employee. 
Here’s a snapshot:

1. A study titled ‘The relation between emotional intelligence 
and job performance: A meta-analysis’ published in the Journal 
of Organizational Behaviour at Virginia Commonwealth 
University concludes that EQ is the strongest predictor of job 
performance.1

2. An analysis of more than 300 top-level executives from fifteen 
global companies showed that six emotional competencies 
distinguished the stars from the average.2

3. Research by the Centre for Creative Leadership has found that 
the primary cause of executive derailment involves deficits in 
emotional competence. 

4. According to a 2013 study by American Express, EQ is one of 
the biggest predictors of performance in the workplace and a 
strong driver of leadership and personal excellence.

To objectively study the impact of empathy, a Global Empathy Index 
has been created, breaking down empathy into categories: ethics, 
leadership, company culture, brand perception, social media–driven 
messaging and ecological footprint. Using this Global Empathy 
Index, a Harvard Business Review study in 2016 found that the top 
10 companies increased in value more than twice as much as the 
bottom 10, and generated 50 per cent more earnings. The correlation 
between departments with higher empathy and those with high 
performers was a staggering 80 per cent.

Now brace yourself for the real shocker.
The same study found that based on publicly available data, 

6 of the 10 least empathetic companies in terms of the Global 

1 E.H. O’Boyle, et al, ‘The relation between emotional intelligence and job 
performance: A meta-analysis’, Journal of Organizational Behaviour, Volume 32, 
Issue 5, July 2011, Virginia Commonwealth University 

2 Cary Cherniss, ‘The Business Case for Emotional Intelligence’, Consortium for 
Research on Emotional Intelligence in Organizations, 1999, Rutgers University
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Empathy Index are from India! And it’s not as if low empathy 
values are limited to a particular industry or sector—these six 
giants spanned oil and gas, pharma, finance, telecom, technology 
and infrastructure.

This sort of evidence has been accumulating over the years and 
has now reached a level where it can no longer be ignored. Be it at 
the workplace or in our personal lives, the need to understand the 
concept of emotional enablement and to imbibe it in our lives is 
more important now than ever before.

And hence this book!

About the Book and about Us

What is the connection between empathy and leadership? How 
can emotional enablement help to meet both personal and business 
goals? Can an approach to management based on high emotional 
intelligence enhance performance of professionals? Is empathy 
at the workplace a one-way street, the onus being squarely on 
managers and business leaders—or do juniors share responsibility 
in this regard? Should training to build emotional enablement 
form a part of our educational curricula? And what measure of 
emotional maturity can be achieved relatively later in life, after one 
has already entered the workforce, or is even midway through one’s 
career?

We try to answer these and other related questions in this book. 
We strongly feel that the concept of empathy is critical to the health 
of company culture and must take centre stage. At a time when 
employees clamber over each other to reach the top, the truth is 
that for business leaders to experience success, not only do they 
need to be sensitive to all the activity around them but also must 
they genuinely relate to the people they lead. It is imperative for the 
leaders of today to put themselves in their employees’ shoes and view 
things through the latter’s eyes.

In this book, we delve into the key problems faced by present-
day professionals, and through various real-life examples drawn 
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from industries across the world, we trace how the approach taken 
by leaders shapes the ethos of their organizations. We advocate the 
creation of an organizational culture that fosters trust as compared 
to command-and-control obedience, one which focuses on 
empowerment and not merely on authority.

Our research indicates that part of the unease with emotional 
enablement is a reflection of the way our education curricula are 
structured. We have simply not been trained for being self-aware or 
empathetic. For decades, world over, the focus has been on science, 
technology, engineering and mathematics—collectively referred 
to as STEM. This has been deemed to be essential for propelling 
rapid technology advances. However, this view typically diminishes 
the equally, if not more critical, human dimension. There is urgent 
need in the modern world for a more comprehensive, inclusive 
framework, one that augments STEM with this human component 
of paramount importance, to arrive at ESTEEM, where EE stands 
for ‘emotional enablement’.

In order to develop the ESTEEM framework, we have gone 
beyond a pure educational schema, to explore the work of Daniel 
Goleman and other experts, whose research has paved the ground 
for the EQ discipline. We’ve leveraged our own experience, spoken 
with peers, studied the advances in neurosciences and organizational 
behaviour and ascertained the scientific underpinnings of our 
emotions, at the workplace and in our personal lives, to arrive at our 
conclusions. In our view, there are four major dimensions or ‘States 
of Being’—Being Mindful, Being Realistic, Being Reflective and 
Being Empathetic—which help to move the needle along the EQ 
scale. Through discussions dedicated to each of these dimensions, 
we provide practical tips on how to get better at them and make 
them part of our daily lives.

We do not claim to be management gurus who have the last word 
on this subject. Or EQ gurus, for that matter. Our learning has been 
largely experiential and this, in turn, is what we’ve attempted to 
impart through this book. Between the two of us, we have over four 
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decades of corporate experience, spanning business and technology 
consulting, programme management, business development and 
practice building. We have personally interacted with more than 
two thousand professionals, across age groups, seniority levels and a 
dozen countries. 

Our tenure with consulting giants such as PricewaterhouseCoopers 
and Deloitte made us realize the power of empathy in breaking 
down barriers and opening doors in our relationship with clients 
and our own people. We’ve had the opportunity to interact with 
leaders in some of the world’s most well-known organizations such 
as New York Life, Wells Fargo, Liberty Mutual, Adobe, Cadbury’s, 
Philips, Intel, LG, as also government organizations in India and 
abroad. 

We’ve worked with senior company directors and the junior-most 
interns at the workplace; we have observed how they operate in 
times of stress and crisis, their errors, and their triumphs in the face 
of adversity. Over the years, we’ve also evolved in our careers, gained 
insight and perspective, made our own share of mistakes and learnt 
from them. We’ve played organizational roles, built large teams, 
managed projects, provided training in leadership and consulting 
skills and mentored millennials.

And it is the sum total of this experience that we have distilled 
through this book. We hope that readers will benefit from the 
insights. We believe that the numerous personal anecdotes and real-
life scenarios, questionnaires and self-scoring exercises presented 
throughout the book will make the reading experience more 
interactive and enriching.

How Our Book Is Structured

Chapters 1 and 2 recount a number of real-life experiences. In this 
introductory section, we highlight the need for emotional intelligence 
in the workplace. We explore the reasons why organizations typically 
shy away from discussing EQ. We show how EQ plays a key role in 
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establishing a more empathetic culture in the organization. The old-
school command-and-control style brings with it a certain mindset 
which is counterproductive in today’s evolving organizations, in 
terms of both motivation and productivity.

What, then, defines an emotionally mature person—and how 
can these attributes be best demonstrated in the workplace? How 
is it different from expressing sympathy?  Is it good enough to be 
simply ‘listening’ to problems, or is tangible, evident action required 
to demonstrate the genuineness of one’s intentions? Why is empathy 
often misconstrued as a sign of weakness instead of strength, a 
tendency to ‘give in’ to demands of juniors, under pressure?

In Chapter 3, we explore the constituent elements of an emotionally 
enabled individual’s personality and outline the different traits that 
the new-age professional requires. Case studies and instances from 
personal experience articulate how these attributes help in navigating 
today’s environment and illustrate the typical challenges and 
roadblocks that you may face while embracing those traits.

Developing attributes such as listening skills, trust and sensitivity 
to cultural differences, self-awareness and detachment, especially 
in stressful situations, are all key to one’s success as an emotionally 
intelligent leader. However, as this chapter shows, the important 
lesson here is not to exercise them in a purely transactional, silo-ed 
fashion—rather, to subsume them into an overall discipline of self-
awareness.

In Chapter 4, we focus on millennials. A lot has been written 
about this generation. Misunderstood, vilified, defended or 
praised—no matter which side of the fence you are on, no one 
is quite indifferent to the millennials and the impact they create 
as the single largest cohort in the workplace. But what are the 
real aspirations of millennials as they enter the complex global 
workplace of today? Are they really all that different from the 
‘oldies’ of the previous generation? Are they all about instant results 
and promotion or do they hold their own values and principles 
dearer than pay cheques and company shares? We examine these 
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topics, using our own experience in working with and mentoring 
millennials, as well as studies specific to them.

In Chapter 5, we introduce a new framework: ESTEEM. The 
framework of STEM—which stands for the disciplines of science, 
technology, engineering and mathematics—has, for many decades 
now, formed the bedrock of the education system around the world. 
We show how an introduction of EE—emotional enablement—
and, therefore, the transition from STEM to ESTEEM allow the 
seamless integration of emotional intelligence. We demonstrate 
why, especially in the context of globalization and India’s growing 
involvement in the world economy, emotional enablement assumes 
an even greater role in shaping the destiny of organizations. Through 
real-life scenarios and viewpoints from experts and business leaders, 
we highlight specific nuances that warrant an even greater need for 
living the principles of EQ.

In Chapter 6, we focus on the first of the four states of being, 
namely mindfulness. It’s about being in the moment, becoming more 
aware of what we’re feeling, more thoughtful about our behaviours 
and more attentive to the impact we create on others. However, 
today, we are constantly running from one activity to the other; 
consequently, we are never in the moment, and we do not realize 
that this causes havoc in our lives. It prevents us from prioritizing our 
work, maintaining focus and keeping to deadlines. It also hampers 
our ability to connect emotionally with others. Ultimately, we lose 
touch with ourselves and end up leading shallow lives. We delve into 
the various factors causing this mindlessness such as bias for action 
and various distractions. We look at mindful meditation, among 
other techniques, and examine how we can use these techniques in 
our everyday lives.

Chapter 7 looks at the importance of being realistic. We all like 
to think that we are rational in our decision-making and in control 
of our lives at most times. But is that really true? Leaders often find 
themselves in situations where they take on unrealistic deadlines for 
their teams. While they may couch the challenge as ‘stretch goals’ 
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to be achieved, their team views it as an impossibility, and falls prey 
to panic and low morale. And this happens because the decision-
making in the first place has not been realistic.

Being realistic does not imply that we never aim high. We may 
indeed set our sights high, but at the same time, we need to find a 
mechanism of being able to reach these goals through several steps of 
continuous improvement and progress. We explore how, through a 
gradual, conscious process, we can infuse this quality of perseverance 
into our personality.

Chapter 8 is about being reflective, since in today’s fast-paced 
world, we are often caught up in action mode with little time left for 
reflection. While action is critical to keep moving towards our goals 
and make us more efficient in our skills and jobs, reflection helps us 
in being more effective, i.e., by doing the right things, and not just 
doing things right. Being reflective helps in taking a very objective, 
dispassionate look at our actions and behaviours, associated emotions 
and feelings, and general state of mind. It is one of the best means 
of improving ourselves continuously, making course corrections and 
striving to achieve our goals.

Self-reflection can seem difficult at first, or even selfish or 
embarrassing. But like many other things, we will find that it 
becomes easier with practice and ultimately helps us become more 
effective and happier.

Chapter 9 focuses on the fourth state of being, namely being 
empathetic. Empathy is about both thinking and feeling. We need to 
use our reasoning ability to understand what the other person could 
be thinking, to feel how they must be feeling by putting ourselves in 
their shoes. But we need to be careful to avoid our natural tendency 
to overthink and start forming opinions. Unfortunately, although we 
have the intrinsic ability to feel for others, today’s rushed lifestyle with 
increasing levels of negativity around us is making us hardened and 
dehumanized. The need of the hour is for us to start feeling once again. 
We need to be in tune with what that person or team is going through, 
so that we can respond in a manner that acknowledges their thoughts 
and feelings and thereby build and nurture trust, rather than destroy it.
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How to Use This Book

Do you remember saying something hurtful to a loved one in the 
heat of an argument, only to regret it later? Or holding yourself back 
from being fully honest with a friend, fearing it would ruin your 
friendship? Have you fallen prey to road rage, told yourself that you 
wouldn’t repeat the same mistake and then gone ahead and done it 
again? Have you felt tired instead of rejuvenated, after you are back 
from a break?

At work, have you wanted to speak to a colleague or senior about 
his rude or overly critical behaviour, but stopped yourself because 
you feel the other person might not take it well? Do you feel your 
equation with your team members leaves something to be desired? 
Do you wish you had a few colleagues, or even one person, whom you 
trusted implicitly and could reach out to without any apprehension 
during difficult times? 

As a leader, do you believe you are quite approachable—and yet 
notice that your team members don’t necessarily share that view? 
Have you ever got the feeling that you steered a meeting well, but 
found out later that the participants thought otherwise? Have you 
felt that your department’s stretch target, instead of motivating your 
team, has instead had the opposite effect?

At a purely personal level, are you living true to yourself? Are you 
achieving your goals? Do you have clearly defined goals or are they 
more of a wish list? Do you struggle to respond when asked what 
your key strengths and weaknesses are?

If some of these scenarios resonate with you, this book is for 
you.

The journey of emotional enablement is a bit like learning 
a language that you are vaguely familiar with, but never had the 
time to apply yourself to. And as the saying goes—the best way to 
learn a language is to speak it. Therefore, while you become more 
knowledgeable about the four dimensions of emotional enablement, 
you would need to work on demonstrating it in your daily life and 
also be in a position to monitor progress for yourself.
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Throughout this book, you will find questionnaires, tips 
and assessments that allow you to evaluate yourself along the 
different dimensions. Our recommendation is that you use them 
methodically—carve out time regularly to conduct an objective 
review and evaluation of yourself. At first, when you begin this 
process, you may feel that this is robbing you of yet one more hour 
or two, precious time that you don’t have.

But we believe it will be well worth your effort.
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The Rise and Fall of Vineet:  
A Corporate Saga 

For many of us, ‘twenty-four by seven’ (24/7) has become a 
catchphrase that epitomizes our lives. It describes our personas as 
much as our lifestyles: perpetually on the go, intense work pressures, 
stiff competition, hectic travel schedules, and so on. It requires 
multitasking on personal and professional fronts, with no clear 
demarcation between the two. It also warrants high ability not just to 
adapt to it all but also to be eager and ready to take on new challenges 
as they come. One of the casualties in such a lifestyle (besides sleep!) 
is the dearth of time; consequently, there are fewer instances when 
one catches up with friends and does not talk about work. Each such 
meeting with friends therefore becomes something of an event, an 
occasion to be celebrated.

It was on one such happy occasion when, by chance, Avik and 
Suman were in the same town at the same time and decided to meet 
up after work at Toit, the popular pub in Bengaluru. The nice thing 
about pubs in this town is that you meet a lot of fellow professionals, 
but as the evening wears on, you end up exchanging stories instead 
of business cards.

It was a jam-packed Friday night and after waiting for a long 
time, drinks in hand, we finally got ourselves a table. Presently, a 
man came up, asking if we were expecting more company, and on 
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being told that we weren’t, squeezed in beside us with his drink. We 
were expecting him to be joined by someone, a colleague or friend, 
wife or significant other. Minutes passed, his first drink over, he 
went to the counter to order another and as he sat down again, it 
became apparent no one was claiming his company that bustling 
Friday night.

And yet company, it seemed, was what the man craved, as he 
frequently exchanged glances with us, then got drawn into our 
conversation and laughed out loud at a joke one of us had cracked. 
We introduced ourselves, talked shop for a few minutes, our new 
buddy insisting on buying us a round of drinks. And then, slowly, he 
started opening up. We’ll call him Vineet. The story he shared will 
strike a chord with our readers.

Humble Beginnings

Vineet had much to be proud of. Humble beginnings: a small town 
in Punjab, where, through sheer grit and perseverance, he excelled 
in school, much to the surprise of elders in his joint family, who, 
being traditional small-time shop owners, had never set much store 
by education. Study further, beyond school? Whatever for? All 
that would fetch you was a degree and a lowly job in some office, 
pushing paper. Why not set up shop on your own instead, as your 
father and uncles have done? A well-run shop isn’t likely to go out 
of business.

But Vineet persisted. He had to go to college, see the world, do 
something for himself. Eventually, a compromise was reached: They 
would send him to college, but he would have to earn his keep. While 
putting up at his uncle’s in Delhi, he would need to lend a hand at 
the car repair workshop (of which his uncle was the co-proprietor) 
in the evenings, a condition Vineet gladly accepted.

The relocation to the capital was an eye-opener, in more ways than 
one. Delhi was an ocean unto itself. The sheer scale and enormity 
of things, monuments and forts, state buildings and offices, flyovers 
and main roads as massive as highways, people always moving, in 
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developed by Sally Olderbak and her colleagues. These take into 
account both cognitive and affective components, and have been 
developed to a state of maturity, through numerous studies.

However, if there’s one single Empathy Assessment that you’d 
like to take, our recommendation is the questionnaire developed 
by Berkeley University. This one incorporates elements from the 
Toronto Empathy Questionnaire,16 the Interpersonal Reactivity 
Index and the Emotion-specific Empathy Questionnaire mentioned 
above, and presents them collated in a simple, online form. The 
questions, drawing on situations from everyday life, evaluate you 
on affective as well as cognitive empathy. It also examines the 
relationship of empathy to aspects such as gender, political, racial 
and cultural background.

Perhaps the best benefit from this test is the detailed report it 
generates. Along with a total consolidated score, it gives a break-up 
for affective and cognitive empathy, an interpretation of the score 
and suggestions on how to work on your areas of development.

The URL for the questionnaire is given below:
http://greatergood.berkeley.edu/quizzes/take_quiz/14

Against All Odds

We find ourselves at an interesting point in human history. Some 
would call it a point of inflexion. Globalization has shrunk the world 
and simultaneously made human contact and communication more 
complex than ever before. Advances in science have made us reach 
for the stars and yet, poverty, injustice, oppression and ecological 
disasters abound in different parts of the globe. Traditions are fading 
fast to be replaced by new, often unpredictable behavioural patterns 
in human beings. The workplace that the millennials find themselves 
in is fundamentally different from the one the earlier generation 
joined at the beginning of their careers. And this change is incessant.

According to many analysts, over the next twenty years, more 
than half the world’s jobs will have been outsourced—not to India 
and China, but to automated processes, gadgets, and robots, the 
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standard-bearers of a new omnipotent intelligent technology 
that will govern the workings of businesses globally. Already, 
we are beginning to see signs of this in India; employees in large 
organizations are being made redundant by technology and 
automation, which are more effective, reliable and economical than 
human beings.

What would that mean for the future generations? Mass 
unemployment? How would businesses function with so little human 
input, where fortunes of giant corporates and their shareholders 
are guided by competing algorithms that have all been worked out 
automatically, without human intervention? What would leadership 
mean in this new and utterly changed world? And how would the 
institutes of the day educate their children and youth to prepare 
them for it? The reliance on STEM, which over the last few decades 
of the twentieth century, helped to fuel growth and productivity, can 
no longer be the answer, by itself. In fact, nothing we have seen in 
our times can be extrapolated to give us the solution.

And so it seems that in such an age of ubiquitous automation 
and robots, times of such ambiguity, philosophy, the discipline 
that has suffered much neglect in the Digital Age, may yet make a 
comeback. Philosophy will not be able to conjure masses of new jobs 
out of thin air. But the practice and study of it can certainly help 
us rationalize our fears and anxieties, overcome personal biases and 
enhance our openness to divergent views. It also serves as a constant 
personal reminder to each of us, to hold fast to our individual values, 
humanity and empathy.

As if in anticipation of such an era, at least a few countries around 
the world have started to take the matter seriously. In 2016, Ireland 
introduced a new optional course for twelve- to sixteen-year-olds, 
inviting schoolchildren to reflect on questions that for ages have 
been absent from school curricula. The teaching of philosophy, 
according to Ireland’s president, Michael D. Higgins, is one of the 
most powerful tools we have at our disposal to empower children 
into acting as free and responsible subjects in an ever more complex, 
interconnected and uncertain world, and offers a viable path to a 
humanistic and vibrant democratic culture.17
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We conclude with a story taken directly from history books. This 
tale underscores how, even in the worst of circumstances, it is still 
possible for genuine human empathy to shine through. Compared to 
which, our minor bickering at the workplace, the daily battles with 
deadlines and the tendency to give in to stress, pressure and anger, 
against our better judgement, are perhaps not so terrible after all.

December 1914. Five months into a new, unfamiliarly terrible 
war, soldiers on both sides dug themselves into their trenches for a 
bitter winter. And as the carnage continued through the month, two 
things became quite evident. First—that after this war, things in the 
world would never quite be the same again. And second—it was very 
far from over. And yet, starting on Christmas Eve, at several points 
along the Western Front, the unthinkable happened. Allied soldiers 
heard brass bands joining the Germans in their joyous singing. 
Decorative lights dotted the whole line of their front.

As the morning fog cleared the next day, a few German soldiers 
emerged from their trenches and approached the Allied lines across 
No Man’s Land, calling out ‘Merry Christmas’ in English. At first, 
the Allies suspected it might be a trick. Moments passed, no shots 
were fired, and the Germans were still walking into the line of fire, 
unarmed. Wearily, a few British climbed out of their trenches, 
beyond the barbed wire and into No Man’s Land, face-to-face with 
enemy soldiers.

That tenuous, hand-on-the-holster moment. And then, all that 
tension melting into the shaking of hands. The soldiers turned 
around to their own sides, the others cheered from the trenches, 
waved and scampered out onto the sodden frost-white ground, past 
barbed wire and shell holes. And in the middle, they all began to all 
shake hands and swap cigarettes, chocolate and cognac, and stayed 
out there the whole day. There was even talk of arranging a football 
match.

Short-lived and unrepeated though it was, through the rest of the 
devastating war, this Christmas truce continues to be a testament 
of how ordinary soldiers rose above the roar of guns to reveal their 
innate humanity and empathy for fellow human beings.
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