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Let us open the door!
Reallocation of management targets is a
synonym to reallocation of purpose of life.
Strong leadership is required to ensure a
unified developmental approach towards
achieving global economic targets for South
Asian region. To that end, at all public and
private corporate levels there is a need for
redesigning and reallocation of
management targets in the shape of
emergency plans and to ensure that the
emergency plans incorporate the most
advanced technical thinking, there must be interagency technical working
groups for care and treatment of country level and regional economic and social
problems. Although all Chief Operating Officers and associated top
management officials are not fully aware of the acute importance of immediate
action to be taken for this purpose some technical working groups are already
functioning in human resources and acquisitions and assistance. In addition to
formulating technical guidance and providing direct support to field programs,
these working groups must streamline differences among agencies on reporting
requirements, policies, and regulations.
I hope that South Asian Management Forum 2005 will be able to provide all the
necessary practical insights to its participants for reallocation of their
organizational management targets in harmony with their country's and region's
future requirements.
As I have said above that reallocation of management targets is like reallocation
of purpose of someone's life so let us look forward to our future and let us
courageously reallocate our purpose of life to live and to face the challenges of
the post WTO global economic scenario.
We have created opportunities! Let us open the door.
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Opinion Piece
For this month's Opinion piece I have selected a wonderful poem
by T. S. Eloit for it expresses more than I want to say to you.

Departure
Departure and
and Arrival
Arrival
Standing upon the shore of all we know
We linger for a moment doubtfully,
Then with a song upon our lips, sail we
Across the harbor bar no chart to show
No light to warn of rocks which lie below,
But let us yet put forth courageously.
Although the path be tortuous and slow,
Although it bristles with a thousand fears,
To hopeful eye of youth is still appears
A lane by which the rose and hawthorn grow
We hope it may be, would that we might know;
Would we might look into the future years.
Great duties call the twenty-first century
More grandly dowered then those which came before,
Summons who knows what time may hold in store,
Or what great deed the distant years may see,
What conquest over pain and misery,
What heroes greater than were ever of yore.
But is this century is to be more great
Then those before her sons must make her so
And we are of her sons and we must go
With eager hearts to help mould well her fate,
And see that she shall gain such proud estate
And shall on future centuries bestow.
A legacy of benefits may we
In future years be found with those who try
To labour for the good until they die,
And as no other question than to know
That they have helped the cause to victory,
That with their aid the flag is raised on high.
Sometime in distant years when we are grown
Grayhaired and old, whatever be our lot,
We shall desire to see again the spot
Which whatsoever we have been or done
Or to what distant lands we may have gone,
Through all the years will never have been forgot.
Hassan M. Jaffry
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Dialogue

M. Haroon Qassim
Managing Director
PharmEvo (Pvt.) Limited & Shield Corporation

Three years ago, I went Mangla with my family to visit my
younger brother Nasir who is a doctor by profession and
simultaneously possesses a very good literary taste. I am not
sure that his love for literature has made him a good doctor
or a good doctor is always in love with literature. I saw a
beautiful book lying on his side table“Biyas” a handwritten
collection of urdu poetry compiled and printed by a
pharmaceutical company to be gifted to the doctors. I
was really astonished to see a different kind of gift item
there for I was not use to see that kind of gifts in Nasir,s
home. After that, I saw “Khush Kalamiyan, Golden
Words 1, Golden Words 11, Pen pricks and Muslim
Scientists and Scholars” and the whole series gave
me a unique sense of wonder about the company
and the persons running the affairs of that
company. I came to know that it was not only the
doctors but a pharmaceutical company could
have been in love with literature. That is
something different! Something unique! A
corporate entity having a literary taste is
certainly an event in our corporate culture.
Whenever we talk about corporate culture,
there are some particular words that we
have to face without our option like profit
and loss, management and employees,
competition, market and customers.
When we decided to organize “Pakistan
Customer Service Strategy Forum 2005”
with the theme of “Dimensions of
Customer Service Management,” I
became involved mentally in search
of a proper definition of customer.
What is the difference between
consumer and customer? Is it a title
or a name? Does the word
“customer” have something to do
with human characteristics or is it
a professional designation? The

A Man
Striving for
Self-Actualization
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word “customer” may be one of the many business terms.
M. Haroon Qassim, Managing Director of PharmEvo became our choice to have dialogue for the up coming issue of Forum in
quest of our search for a proper definition of customer. PharmEvo is the name of that company which has a literary taste coupled
with a unique blend of its own perceptions regarding different marketing terms.
“It is a matter of pride for us that we are being recognized as the pioneers of 'cause-oriented' marketing in healthcare industry of
Pakistan. Since inception, the marketing activities of PharmEvo are aimed not only at achieving the business objectives, but also in
making a meaningful contribution towards the medical community in particular, and society in general.
believes in being a source of latest and reliable information to medical professionals, focusing not only on disseminating
international findings, but also on conducting clinical trials on local population and generating reliable data for better patient
care. This is done with the help of leading icons of the medical community.
We attribute strong product portfolio and ethical marketing practices to be the core strengths of our overwhelming
success. We are eager to employ prudent market activities, so that name of our firm and our products shall occupy
distinct and favorable positions in the mind of our customers.”
The words taken from the Website represent the company's marketing vision.
When I ask Mr. Haroon Qassim regarding producer-customer relationship and about its level of satisfaction in our
country, he, very confidently and in a composed manner replied that as a pharmaceutical company they had
actually three kinds of customers first the dealers and the medical store owners, second the doctors, and third
the actual consumer of their productsthe patients. “The development of technology and information is
shaping an environment of awareness throughout the world and due to spread of information the patients
have become actually our direct customers. Patients have now become hungry for knowledge and they
want more and more information about the diseases, causes, treatments, about the medicines, their
effects and side effects, and certainly about the companies. This change in customer behavior has
affected the producer-customer relationship for the direct customer weather he is a common person,
a dealer, or a doctor has become a professional customer so achieving a true level of satisfaction in
marketing relations is now a very difficult and challenging task.”
Everyman has an internal, natural, drive to become the best possible person he can be.
He has within him a pressure toward unity of personality, toward spontaneous expressiveness,
toward full individuality and identity, toward seeing the truth rather than being blind, toward
being creative, toward being good, and a lot else. That is, the human being is so constructed
that he presses toward what most people would call good values, toward serenity,
kindness, courage, honesty, love, unselfishness, and goodness. I always take interest in
knowing that what the peak experience is in human achievement. I was in search of
meeting a person whom I could consider the man who was really striving for selfactualization.

“Every man has
an internal, natural,

drive to become the
best possible
person he can be.”

While sitting before Mr. Qassim and exploring him in multiple dimensions of his
personality I was very keen to know his perception of a good manager.
“A good manager must possess all the qualities of leadership and simultaneously he must possess all the qualities of a good human
being. Understanding and listing others are the most important and essential human qualities that a good manager must have. As I
perceive every human being possess certain qualities of leadership and management. You take example of a mother and see
how she manages her household that a male person cannot do just for the reason that a woman as a mother possess all the best
qualities of good manager. Same is the case of a father or any other common man, in his or her particular reference.”
Experts of human resource management say that realistically oriented, a self-actualizing person has a more efficient perception of
reality, and has comfortable relations with it. This is extended to all areas of life. A self-actualizing person is unthreatened and un
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reality, and has comfortable relations with it. This is extended to all areas of life. A self-actualizing person is unthreatened and un
frightened by the unknown. He has a superior ability to reason, to see the truth, and is logical and efficient. Accepts himself, others,
and the natural world the way they are. Sees human nature as is, has a lack of crippling guilt or shame, enjoys himself without regret
or apology, and has no unnecessary inhibitions.
“Do you believe in delegation of power within your organization?” I inquired to Mr. Qassim and he optimistically replied, “Yes
certainly why not! I am sure about one thing that I am as an individual human being not able to control all of my personal affairs
and you are talking about the whole organization I feel it impossible to control the affairs of my company with out delegation of my
powers. Every department of my company is working independently under the leadership of departmental head but in a

“A good manager
must possess all the
qualities of
leadership and
simultaneously he
must possess all the
qualities of a good
human being.”

harmonized and integrated manner as part of the whole. I emphasize another important point in this respect that it is the
delegation of power by the top management, which can justify accountability from the departments and individual persons.”
A musician must make music, an artist must paint, a poet must write, if he is to be at peace with himself. What a man can be, he
must be. This is the need we may call self-actualization. Self-actualization is the peak of human achievement It refers to man's
desire for fulfillment, namely to the tendency for him to become actually in what he is potentially: to become everything that one is
capable of becoming.
I asked Mr. Qassim that did he provide chances to his concerned departments to participate in policy making also. His answer was
very clear and thoughtful. “For policy making the only right person is who is directly related and dealing with the affairs so our every
department makes it its own policy the only constant which it has consider is that departmental policy must be in accordance with
the policy of the company and it must be according to the companies prospective. I believe that the policymaking is a mutual
process and cannot be done by an individual.”
As I have mentioned above that Mr. Haroon Qassim is a man who is constantly striving for achieving his peak experience, I
examined and analyzed him with that specific prespective. He is spontaneous in his inner life. Thoughts and impulses are
unhampered by convention. His ethics are autonomous, and he is motivated to continual growth.
As MD of a growing company, he focuses on problems and people outside of himself. He has a mission in life requiring much
energy, as it is his sole reason for existence. He is serene, characterized by a lack of worry, and is devoted to duty. As a selfactualized person, he can be alone and not be lonely, is unflappable, and retains dignity amid confusion and personal
misfortunes, all the while remaining objective. He is a self-starter, is responsible for himself, and owns his behavior. He has a fresh
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misfortunes, all the while remaining objective. He is a self-starter, is responsible for himself, and owns his behavior. He has a fresh
rather than stereotyped appreciation of people and the basic good in life. Moment to moment living for him is thrilling,
transcending, and spiritual as he lives the present moment to the fullest.
Identification, sympathy, affection for humanity, kinship with the good, bad, and ugly are all traits of his personality. Truth is clear to
him as he can see things others cannot. He has profound, intimate relationships with few and is capable of greater love than others
consider possible as he shares his benevolence, affection, and friendliness with everyone.
Mr. Qassim is able to learn from anyone, is humble and friendly with anyone regardless of class, education, political belief, race or
color and he does not confuse between means and ends and does no wrong. He
enjoys the here and now, getting to goal--not just the result. He enjoys an inborn
uniqueness that carries over into everything he does, is original, inventive,
uninhibited, and he sees the real and true more easily.
Polar opposites merge into a third, higher phenomenon as though the two have
united; therefore, opposite forces are no longer felt as conflict. To the self-actualized
person work becomes play and desires are in excellent accord with reason. The selfactualized person retains his childlike qualities yet is very wise.
I was deeply absorbed in listing Mr. Qassim and he was talking about the
philanthropical
contribution of his company towards our
society. “We spent a lot of money on capturing
doctors and some of other marketing sectors
which can be diverted towards human welfare
“I believe that the
through government hospitals. As for as our
company is concerned we have created a lab
policy making is a mutual
in DAW University where every doctor has to go
process and cannot be
through a computer course as part of his or her
done by an individual.”
curriculum. This small contribution can create
big professional changes in doctor's career
and we want to replicate the same program in
other universities. Dr. Khalid Jamil, an
orthopedic surgeon, in Lahore, conducts
another human welfare oriented “Mother-Doctor” program in which mothers are taught about caring their handicapped
children.”
Mr. Haroon Qassim is firm believer of human beings. He has given full freedom to all heads of the departments and in response; he is
getting perfect and pragmatic returns from them. He has stopped many persons leaving his company to join some other job by just
convincing them that they can go beyond that place where they are going or the can achieve better results by performing in a
different way while staying with him. Places do not matter. It the performance which makes a person what he or she is, so is the
case with a company.
is backed by a reputable corporate group with a history of successful business ventures spread over 30 years. The group made its
debut in 1971, with the sales and marketing of prestigious brands of consumer products. The first dream that became a reality was
the group's involvement in pharmaceutical and healthcare business in 1974. This was a modest beginning, but it lead to the
emergence of the diversified group. The group turnover is now around US 70 million dollars.
has come a long way since its launch back in September 1999. During this short span, PharmEvo has successfully carved a niche
amongst the giants of the pharmaceutical industry purely based on quality, professionalism and marketing ethics.
Today is being recognized as a responsible and respectable provider of quality healthcare through marketing excellence.
Interviewed by:
Hassan M. Jaffry with Muhammad Azfar Ahsan
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2005

GEO Pakistan Human
Resource Strategy
Forum

Theme:

Emerging Issues in Human Resource Management
English Biscuit Manufacturers (Pvt.) Limited participated to
the conference as the Headline Sponsor. GEO TV
contributed its role in the event as the Strategic Partner.
Habib Bank Limited was the Co-Sponsor where as Air Blue
performed as the Official Carrier. National Commission for
Human Development, Government of Pakistan, and The
British Council endorsed the contents of the conference.

Nutshell Forum is a small but unique organization
committed to creating opportunities for both sectors of our
corporate society to have dialogue for making policies,
setting goals, and developing strategies for the
enhancement of the National Human resource
Management. It is working for organizational and
corporate transformation to achieve unprecedented
results.
Pakistan Human Resource Strategy Forum has become an
event of the year for our corporate sector. This year's forum
created a rainbow of experienced and seasoned
professionals with the dominant color of “Emerging Issues
in Human Resource Management” as a theme of the
discussions.

The discourses, analyses, and debates were divided into
four diversified topics including the inaugural session. The
stars shining on the sky of head table were Prof. Dr. Atta-urRehman (Federal Minister & Chairman, Higher Education
Commission), Sadia Naveed (Director Operations, English
Biscuit Manufacturers), Barrister Shahida Jamil (Former
Federal Minister for Law & Parliamentary Affairs), Ms.
Shahnaz Wazir Ali (Fomer Federal Minister for Education
and Special Adviser to Prime Minister), Aziz Memon
(Chairman, Kings Group of Companies and Adviser,
Nutshell Forum), Dr. Mirza Ikhtiar Baig (Chairman, SITE
Association of Trade & Industry), Rakesh Gupta (Chairman,
Astra Netcom, India), Charlie Walker (Director, British
Council), Sohail Ahmed (Group Director HR, Jang Group)
and Navaid M. Khan (Senior Associate, Nutshell Forum).
Anis H. Younus, Managing Director, Emba Corporation won
the day by his glamorous moderation.
After recitation from Holy Quran, Muhammad Azfar Ahsan,
CEO, Nutshell Forum, started the proceedings of the day
by his opening address. “The purpose of the conference is
to nurture our available human and natural resources in
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tandem so as to convert them in our development
resources for achieving harmonized economic
development to make our significant place in the world to
enter the domain of globalization.” he said.
He further added, “All we need is to create an
environment where our available manpower in skilled and
unskilled sectors can be provided with a platform where

they can utilize their skills and talents in a positive way
which is beneficial to them as well as to the country.”
The first session was devoted to the theme of “Moving from
Operational Manager to Strategic Thinker.” The learning
objectives before us were to provide the participants basic
guidelines for creating changes in their organizational role
to direct their team to greater readiness and
competitiveness, add value to their organization by
understanding the needs of their customers. How they can
anticipate, innovate, and initiate strategies to move them
closer to their vision, recognize opportunities to influence
and create strategic alliances, identify the strengths and
weaknesses in their work unit, learn to develop an
important/priority matrix, and to take risks with confidence.
Charlie Walker, Director, British Council, was the curtain
raiser of the first day's show. He presented his presentation
about the main theme of the session focusing The British
Council as a case study by relating his own experience
with the institution, which created a strategic Frame of
Reference for the audience. He described the key
components of a strategic frame of reference, defined the
key outputs at each level, and then developed a strategic
thinker's approach for work environments. Mr. Walker
provided the basic tools to understand one's current
operational mission with three words phrase Team,
Customer, and Competitors. He clarified the purpose of
work group in the context of organization.
Some of the slides were about developing a strategic
vision: moving from what is to what if. He elaborated how
to assess customers' needs, wants, and expectations, to
determine optimal approaches for developing customer
data and input, to learn to use an
importance/performance matrix to set priorities for work
group, understand the power of vision, and to prepare an
initial draft vision statement to move work unit toward the
future. In short, he exposed the key value of a strategic

future. In short, he exposed the key
value of a strategic thinker that how
an operational managers can
make their vision a reality by
influencing key stakeholders.
Rakesh Gupta, Chairman, Astra
Netcom, India was the keynote
speaker.
Expressing his views
in the conference
optimistically he
mentioned that CBMs
introduced by the
governments of
Pakistan and
India would play
a pivotal role in
boosting the
confidence of
the people
residing in these
two countries. He
very skillfully demonstrated his
experience regarding developing and
balancing operational and strategic
management skills. He started by
establishing a working definition of
operational management,
explored the key attributes of
today's strategic thinkers,
disclosed how one can find the
balance between those core
competencies, and reflected on
current use of operational
management and strategic
thinking in work settings. He, in an
excellent manner, did justice to his
assignment by quoting various examples
from his mother country and from rest of
the world.
“We have abundance of talent in
all the sectors but the need of
the hour is to nurture this human
resource in such a way that
these people can play their due
role in the social and economic
development in their respective
countries.” Mr. Rakesh Gupta said.
Federal Minister and Chairman Higher
Education Commission, Prof. Dr. Atta-urRehman presided over the inaugural
session and in his presidential
address, he made emphasis on
the abundance of talented
human resource and the need
for proper research and training
facilities to groom them for the
advantage of the country. He
underlined the need for human
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resource development to achieve desired
socio-economic goals, saying the
government was spending Rs.1.7 billion
on promoting higher education in
the country.
Prof. Atta-ur-Rehman recalled
that Pakistan has a massive force
of 90 million youths and priority
should be given to resolve all
educational problems. in this
regard, he said a program is being
chalked out to send 10,000 students
abroad annually for higher education
and specialization.
After tea break, the first panel
discussion regarding
“Transforming Training
Investment into Performance”
was relished by the participants.
Paul Keijzer (Director HR, Unilever
Pakistan limited, Uzma Bashir
(Group Chief Organization
Development & Training, NBP), Tariq
Rizvi (Deputy General Manager),
Pakistan State Oil Company Limited)
and Javed Ahmed (Chair, Dept. of
Management & HR, College of
Business Management)
constituted the panel.
Wali Zahid (Country Director,
British Council MDS) moderated
the rhetorical course very skillfully.
The diversity of panelists is obvious by
the above list. All the panelists took part
from their respective organizational
perspectives and the multiplicity of
points of views ultimately made a
beautiful blend of conclusion.
Calculating the return on invest
for training programs makes
sense only insofar as success
criteria are available that can be
quantified and for which a
monetary value can be calculated
with reasonable effort and confidence.
As long as “hard” criteria for success
are available, such as:
?
the number of units
produced/sold,
?
the time required for
manufacturing a product or
?the time required for
providing a service,
this appears feasible. However, in case
only “soft” criteria for success are available,
such as:

“soft” criteria for success are available, such as:
?
the motivation of employees and their commitment to
the company,
?
the service orientation of employees or
?
the creativity of employees,
this becomes much more difficult.
It comes as no surprise, therefore, that sales trainings are
popular examples of model calculations of the return on
invest of training programs. Calculating the ROI for training
programs whose effects do not show short term but only
after longer periods of time (e. g., management
development) is much more difficult to achieve with a
reasonable effort and with reasonable confidence. What is
more, the calculation of the ROI for a training program
does not provide any indication as to what needs to be
done to improve such a program in order to make it more
successful.
After prayer and lunch break, our second panel discussion
captivated the participants by not only the attraction of its
topic “Human Communication within Organization” but
also by the dynamic comparing of moderator Ramiz
Allawala and diversified scholarly conversation of all the
panelists.
The panel was composed of John R. Stoney (Chief
Executive, ICI Pakistan Limited), Nadeem Karamat (Country
Manager, American Express Bank Limited & President,
American Business Council), Badruddin Fakhri (Adviser,
SAFA and CFO, Pioneer Cement Limited), Mansoor
Farooqui (Divisional Director HR, Siemens Pakistan
Engineering Company Ltd) and Brig. (R) Aga Gul (General
Manager HR, SSGC).
In humans, there may be neurological or physiological
disorders, which interrupt or prevent the free flow of
messages to and from the various parts of the body.
Whatever its cause, any obstacle to proper
communication within the body usually has negative
consequences. Problems of the human nervous system
always require prompt and vigorous treatment.
Communication problems within the organization need to
be treated in the same manner.
The human communication within organization is a process
of creating and exchanging messages within a network of
interdependent relationships to cope with environmental
uncertainties.
The panelists sought to expand our understanding of the
processes, prospects, and challenges of communicating
and organizing in a global society. Our scholarship
articulates concepts and theories to understand better
these processes, develop the tools needed to investigate
them, and help to implement the social practices to
improve them.
They examined how communication shapes and is shaped
by organizing across a range of contexts. They also studied
a variety of multi-level phenomena including discourse and
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discursive practices, communication of emotions, leaderfollower communication, and democratic communicative
practices. They elaborated the significance of negotiation
and bargaining, group processes and decision-making,
socialization, power and influence, organizational culture,
organizational language and
symbolism, communication
and conflict, identity and
identification, adoption and
appropriation of
communication
technologies, emergence of
organizational and interorganizational networks, and
new organizational forms.
As with any concept, idea,
or research, there are always
discussions, disagreements,
and contrarian viewpoints. It
was the case in our last
technical session. Jehan Ara
(President, Pakistan Software
Houses Association) spoke
first regarding the use of
technology in our corporate
sector specifically and in our
common life generally.
Adnan Kehar (Director,
Bearing Point) presented his
presentation about
technological restructuring
of corporate institutions for
gaining rapid practical
results as compare to the
conventional procedures.
In considering the theme,
"Technology and Human
Resource Culture", it might
be interesting to examine
what we mean by the
human part of the future that
we share with technology.
Such an inquiry does not
imply that the human
dimension is separate from or
in some significant sense in
opposition to technology
rather, its aim is to ask about
the nature of human identity
and its crisis during
technological development.
What of human identity? If it
is an artifact, and thereby in
some sense artificial, in what
sense do we identify the self as human and part of nature?
If it is an artifact, then is the self merely a product of our
own reflective creation, of technological advance, of
history, or a by-product of the latest cultural trends? On the
other hand, if the self is not an artifact, are we committed

other hand, if the self is not an artifact, are we committed
to positing an underlying ontology of self which much
contemporary philosophy is loathe to defend? Perhaps the
self cannot adequately be located within the realms of
artifice or nature and the integrity of persons necessarily
defies and eludes these
categories? Finally, is the
natural or created self
primarily a separate and
atomistic entity, or is its
history and community
constitutive of the self's
identity?
Whether all economic and
technological systems will
eventually converge, given
the incentives, is still not
clear. If we assume
convergence is likely, then
what of human identity? If
human identity is structured
by technological
convergence, what about
the role of human agency
in creating, fashioning, and
shaping one's own identity?
These very important
questions were lest without
discussion in this session,
may be for keeping the
participants free to
discover their own
respective perspectives to
shape their opinions or for
any other myriad reasons.
The dictionary defines
culture as "the act of
developing intellectual and
moral faculties, especially
through education." We
may use a slightly different
definition of culture: "the
moral, social, and
behavioral norms of a
society based on the
beliefs, attitudes, and
priorities of its members."
The terms "advanced
culture" or "primitive culture"
could apply to the first
definition, but not the latter.
Every organization has its
own unique culture or
value set. Most
organizations do not consciously try to create a certain
culture. The culture of the organization is typically created
unconsciously, based on the values of the top
management or the founders of an organization.
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workshop. Shakeel dealt with concept, dimensions, and
significance of cultural mindset in very interesting and
skillful manner. He practically succeeded in capturing the
Well, first, it starts with hiring. We are zealous about hiring.
full attention of the participants and in fact, he laid down
We are looking for a particular type of person, regardless of
the foundation of the daylong proceeding of the workshop
which job category it is. We are looking for positive
with a scholarly sprit.
attitudes and for people who can lend themselves to
causes. We want folks who have a good sense of humor
Uzma Bashir (Group Chief Organization Development &
and people who are interested in performing as a team
Training, NBP) carried the theme to its most important
and take joy in team results instead of individual
dimension i.e. the role of leadership in shaping the cultural
accomplishments.
mindset of an organization. Uzam is a seasoned and
versatile human resource trainer. She has in her credit a
wide range of training experiences and the number of her
Another important thing is to spend a lot of time with your
trained and benefited persons is in thousands.
people and to communicate with them in a variety of
ways. Moreover, a large part of it is demeanor. Sometimes
Uzma proved herself a leader in demonstrating the
we tend to lose sight of the fact that demeanor - the way
importance of the leaders' role. She made it clear, with the
you appear and the way you act - is a form of
help of her presentation, before the audience that
communication.
organizational leaders should not ignore corporate culture.
Rather, it should be addressed in the organization's mission,
In both of these examples, the top management of the
vision, and goal statements, and emphasized in company
companies was vigilant about maintaining their cultures.
sponsored training and company communication.
The behavior rules and boundaries are relatively clear and
communicated often. However, this is not typical. Most
Rukhsana Asghar (Human Resource Consultant) who in her
organizations operate with a diversity of cultures. This is
own person is a personification of human resource
especially true considering the increasing worldwide
management took the session to its peak. She apprises the
mobility of people and cultures and values.
participants about the role of HR and the individuals in
bringing changes in the corporate cultural mindset. In an
absorbing trainer like style, Rukhsana also provided the
The next day of the conference was dedicated to the
audience the summation of the whole day proceedings in
theme of “Cultural Mindset Challenges” and perhaps for
a nutshell.
the first time in Pakistan a daylong workshop was
complimented with a conference. The workshop was
All the three expert trainers not only opened new avenues
uniquely developed and designed in three modules
of strategic thinking in the minds of the participants but
conducted by three distinguished and experienced
also provided the tips to travel to reach the destination.
trainers.
an organization.

Syed Masoud Ali Naqvi (Senior Partner, Taseer Hadi Khalid
& Company and Past President, ICAP), a well-versed
rhetorician, was the Chairman of the workshop. Mr. Naqvi,
in his knowledgeable address, conveyed his feelings and
opinions about the topic and contents of the workshop in a
very scholarly style. He talked regarding the philanthropical
measures to be taken by the both sectors of our corporate
society and gave example of some unknown persons
involved in the service of humanity.

Module I ?
The Culture
?
The Mind set
?
The Barriers
Module II Leaders' Role in Shaping Performance Culture
Module III
?
The Change
?
Principles for Managing Cultural Change
?
Role of Human Resource & Individual
Hassan M. Jaffry (Senior Associate, Nutshell Forum) started
the session by highlighting the significance of the
workshop. He gave a brief introduction of the trainers.
Shakeel Mapara (Head of HR, American Express Bank
Limited & TRS) a very diversified and renowned human
resource consultant, facilitated the first module of the
Hosted by:

Headline Sponsor:

Hassan M. Jaffry ended the Workshop with a vote of
thanks. More than 350 participants from 8 cities of Pakistan
attended the conference. "Business Recorder" and "Daily
Times" published the special supplements at this occassion
which includes the messages of Shaukat Aziz (Prime
Minister, Islamic Republic of Pakistan), Prof. Dr. Attaur
Rahman (Federal Minister & Chairman, Higher Education
Commission), Dr. Salman Shah (Adviser to Prime Minister on
Finance and Economic Affairs), Khawar M. Butt (Managing
Director, EBM Pvt. Limited), Muhammad Azfar Ahsan (CEO,
Nutshell Forum), Zafar Aziz Osmani (SEVP, MMC & Group
Executive, Habib Bank Limited), Aziz Memon (Adviser,
PHRSF 2005) and Muhammad Faiz Kidwai (District
Governor, Rotary International).

Endorsed by:

Strategic Partner:

National Commission for
Human Development

MANAGEMENT DEVELOPMENT SERVICES

Co-Sponsor:

Official Carrier:

Pakistan Customer Service Strategy Forum 2005
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Pakistan Customer Service
Strategy Forum 2005

DIMENSIONS OF CUSTOMER
SERVICE MANAGEMENT
Friday, September 16, 2005 was a challenging day for
Nutshell Forum for it was a day of its customers to be
gathered at a forum organized with the theme of
“Dimensions of Customer Service Management” Concisely,
customer service is whatever the customer thinks it is. One
customer might see it as quality products and good prices,
another might see it as quick response time, while yet
another might define it as friendly, knowledgeable
employees. Customer service is all these things and more.
The British Council and PASHA (Pakistan Software Houses
Association) were among the endorsers of the conference
and Business Recorder was the media sponsor.

The session started with a thought provoking presentation of
Zafar Aziz Osmani (SEVP, MMC & Group Executive - Habib
Bank Limited) about "Achieving the Competitive Edge
through Customer Service" followed another beautiful interaction by Ayub Butt (CEO, ZRG International Pvt. Ltd); who was one
of our sponsors of the day regarding “Designing the Best Helpdesk.”
Zaffar Ahmed Khan, Chairman PTCL was the Conference Chairman. He scholarly discussed about the theme of the
conference i.e. "Dimensions of Customer Service Management". He also shared his observations about the modernization of
public sector with relation to the theme. Marcus Gilbert, Director, British Council concluded the session with his summarized
comments.
After a short tea break Jejan Ara, President, PASHA, skillfully moderated a panel discussion regarding "Branded Customer
Services". The panel was colored by the participation of:
Syed Bader ul Islam: Managing Director, NCR Pakistan, Bangladesh and Afghanistan
Syed Veqar ul Islam: Country Director, Nokia Pakistan
Jalees A. Siddiqui: Managing Director, Pakistan State Oil Company Limited
Zafar I. Usmani: CEO, Mobil Askari Lubricants Limited
Furqan Qureshy: VP Corporate Strategy & Marketing, System Innovations (Pvt.) Limited
The Prayer and lunch break was followed by another panel discussion about "Optimization through Customer Service" which
was scholarly moderated by Wali Zahid (Country Director, British Council MDS) and the panelist were M. Ashraf Bawany,
Director Finance, BOC Pakistan Limited; and Rahid Sami (Customer Service Consultant) .
The day was ended with a beautiful and well conceived and designed presentation by Shakeel Mapara (Head of HR, American
Express Bank & TRS) on "Transition and Change Management of Customer Service".
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Highlights of the Day

?
Create Goals to make people want to do business with you
?
Always give people more than they expect it
?
It takes time to find a customer and seconds to loose it
?
Customer Services is ''Doing what we say...we will''
?
A return customer is good news for the company
?
Acquire a customer and keep the customer.
?
Make a joy for people to do business with you
?
Integration of Customer Services
?
Timeliness
?
Start with your staff
?
Develop a culture of Customer Services
?
Human Resources / Retention
?
Customer is a KING
?
Age is not a barrier to Customer Services
?
Customer Services pays your salaries.
?
Have employees say I AM HERE… ready to offer service
?
Recognize Customer Services as a Value
?
Branding will be lost if there is No focus on Customer Services
?
Five important things for Customer Services
Reliable, Responsible, Empathy, Assuring and Branding Services
Branding Services. is to make it tangible
Internal Customers --- being treated well.
Matured Organization will have 'Ownership'
Reduce friction between organizations.


It is not just about Training… it is about having Hospitality being felt.

Having a Human Touch

Changing the Mind set

Optimization - What is the bottom line ….results

Sacrificing the short term for the long term

Setting Bench Marks

For any good service you need to have a good product.

Finding what customer wants….through focus group…

Customer service is not a rocket science…put your self in Customer's shoes

Treat people they want to be treated.

For customer services you need to have the right attitude.
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PRINTSOL
A Printing Solutions Company

The emerging relationship between traditional printing and
electronic printing is more complementary than competitive.
Digital color printing processes are increasingly used to predict
the appearance of images before they are processed into films
and plates for lithography, gravure, or relief printing, thus
reducing the likelihood that changes will be necessary after the
job has reached the press.
Hewlett Packard
is a
company unlike any other. HP
serves everyone from
consumers to small and midsized businesses to enterprises
to public sector customers with
an extensive portfolio of
market-leading printing
solutions specifically designed
to meet the needs of each
customer segment.
HP believes all multinational
corporations have a
responsibility to leverage their
economic power and unique
assets to have a net positive
impact on the world. Since 1957, HP has been contributing time
and resources to the communities where it does business. HP's
worldwide presence and steadfast commitment to global
citizenship enables HP to share its inventive spirit, industry
leadership and talented workforce with communities
worldwide not only to make a profit, but also to make a
difference in the lives of millions of people.
Printsol (Pvt) Limited has introduced for the first time in
Pakistan state of the art Hewlett Packard printing products at
a graceful ceremony held July 19 & 20, 2005 at Sheraton
Hotel & Towers, Karachi.

Nutshell Forum organized the event and media
management.
Lee Ki Bong (HP Vice President - Imaging and Printing Group,
South East Asia), Altaf Khan (Director, I& PD South East Asia) and
Ken Lim (Solution Manager Imaging & Printing group, South East
Asia), of Singapore had specially flown to Karachi to attend this
ceremony.
Speaking on this occasion,they
said, “Printing cost of large
organizations ranges from 1%
to 3% of total revenues.
Without using the right tools,
the chances of reducing this
cost may be challenging.”
They also said, “The unique
printing solutions being
introduced by us will help
financial, insurance, telecom
and other corporate sectors to
maximize the potential of their
printers and save the cost of
printing up to 30%.”
Printsol has introduced printing solutions for Barcodes Printing,
Cheques Printing, Print Security, Electronic Forms, and Print
Tracking, Total Output Management & Print Production
Demonstration of the products was also organized at the venue
to apprise the participants about the in depth function of theses
state of the art HP products. A lucky draw was also organized at
the venue for the entertainment of guests.
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Catharsis
By Muhammad Azfar Ahsan
This is a broad question. We will look at three areas where we can already see the stones
in the path.

The
Challenges
of a
Manager
for the
21st
Century

Time Boundaries: The traditional fences between work time and home time are falling.
Working parents need to hear from their kids in the afternoon. Conference calls with
colleagues overseas require odd hours. Email pours in from everywhere, at any time. And
we can get email on our computers, our pagers, our cellular phones, and our palm
pilots, to name just the major sources today. Tele working generally supports a more
varied schedule, and urban congestion drives non-traditional hours. Work and home are
both becoming 24/7 propositions.
This destroys the model that you pay an employee for eight hours a day, devoted one
hundred percent to work. Maybe you get 95%, and the other 5% happens at night, or
maybe it is 80/20, or even 50/50. Therefore, you cannot really manage on time served
very well any more. Some have tried to hang on to the old model, using restrictive
internet access policies and detailed monitoring of employees, even to the extent of
putting cameras in the office and GPS units on company cars for the purpose of
employee monitoring. This does not increase trust and enthusiasm between managers
and staff.
Our challenge? Create a work environment that rewards work completed more than
hours spent, allows some time chaos, and motivates staff to produce. This environment
should acknowledge the very real pressures on staff and support effective systems that
work within those pressures while still requiring accountability.
Worker Shortage: There is a growing shortage of qualified workers. Earth's population is
nearing the top of the growth curve, and we are in the early stages of spreading out into
a vast new territory - space. This is going to become significant over the next few
decades.
We are also already faced with a severe shortage of resources at both ends of the bell
curve -- retail stores are having trouble finding holiday workers this year, and high tech
firms are struggling to recruit and keep specialists.

21st
Century

Our challenge? Constant retraining. People are healthier longer and can work for more
years. We will not be able to marginalize older workers, but will instead have to train and
support them. Increased productivity. Many tasks will be shifted to automation, or will
incorporate automation in new ways. The old paradigm was to put robots on the
assembly line. The new one is likely to incorporate automation at the high end of
processes, and automation of systems management and design.
Varying Reward Systems: Those of us lucky enough to be in first world countries are
almost all prosperous. In most cases, economic health is growing rather than shrinking.
The opening of space will increase resources. The increasingly global economy is likely
to increase the geographic area, which enjoys economic health.
So it becomes a Maslow's hierarchy thing. If people have food, love, shelter, and health,
then they want different rewards on top of that. Sure, some of the young are leaving
free-massage ridden dot-coms for traditional companies today. But that's because the
dot-coms were failing to meet the basic needs of stability and salary. Generally,
successful workers want more time, more meaningful work, and increased flexibility in
their lives.
The challenge? Combine traditional rewards and a personalized and varying selection
of non-traditional benefits.
Last Notes: These are of course, only three of the easily visible challenges. There are
many likely wildcards including completely new materials and manufacturing methods
(nanotechnology), human. /computer hybrids, new energy sources, and the
politicization of multi-national corporations. Managing the 21st century is bound to test
our flexibility and creativity.
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Achieving
Target Cost
A competitive product must address factors such as cost, performance,
aesthetics, schedule or time-to-market, and quality. The importance of
these factors will vary from product to product and market to market.
And, over time, customers or users of a product will demand more and
more, e.g., more performance at less cost.
Cost will become a more important factor in the acquisition of a product in
two situations. First, as the technology or aesthetics of a product matures
or stabilizes and the competitive playing field level, competition is
increasingly based on cost or price. Second, a customer's internal
economics or financial resource limitations may shift the acquisition
decision toward affordability as a more dominant factor. In either case, a
successful product supplier must focus more attention on managing
product cost.
The management of product cost begins with the conception of a new
product. A large percentage of the product's ultimate acquisition or life
cycle costs, typically seventy to eighty percent, are determined by
decisions made from conception through product development cycle.
Once the design of the product has been established, relatively little
latitude exists to reduce the cost of a product. Decisions made after the
product moves into production account for another ten to fifteen percent
of the product's costs. Similarly, decisions made about general and
administrative, sales and marketing, and product distribution activities
and policies account for another ten to fifteen percent of the product's
cost.
When a company faces a profitability problem and undertakes a cost
reduction program, it will typically reduce research and development
expenditures and focus on post-development activities such as
production, sales, and general and administrative expenditures. While
not suggesting that these are inappropriate steps to take, the problem is
that it is too late and too little. Most of the cost structure in a company has
been locked into place with the design decisions made about the
company's products. A cost reduction or profitability program has to start
with the design of the company's products at the very beginning of the
development cycle.
TRADITIONAL APPROACH: In many companies, product cost or life
cycle cost considerations are an afterthought. Costs are tallied up and
used as the basis for determining the product's price. The primary focus is
on product performance, aesthetics, or technology. Companies may get
by with this approach in some markets and with some products in the
short term, but ultimately competition will catch up and the product will no

By Khurram Zia Khan

longer be competitive.
In other companies, cost is a more important factor, but this emphasis is
not acted upon until late in the development cycle. Projected costs of
production are estimated based on drawings and accumulated from
quotes and manufacturing estimates. If these projected costs are too high
relative to competitive conditions or customers requirements, design
changes are made to varying degrees to reduce costs. This may occur
before or after the product has been released to production. The result is
extended development cycles and added development cost with these
design iterations.
In some organizations, development costs receive relatively little attention
as well. There may not be a rigorous planning and budgeting process for
development projects. Budgets are established without buy-in from
development personnel resulting in budget overruns.
DESIGN TO COST: Effective product cost management requires a
design to cost philosophy as its basis since a substantial portion of the
product's cost is dictated by decisions regarding its design. Design to cost
is a management strategy and supporting methodologies to achieve an
affordable product by treating target cost as an independent design
parameter that needs to be achieved during the development of a
product. A design to cost approach consists of the following elements:
An understanding of customer affordability or competitive pricing
requirements by the key participants in the development process;
Establishment and allocation of target costs down to a level of the
hardware where costs can be effectively managed;
Commitment by development personnel to development budgets and
target costs;
Stability and management of requirements to balance requirements with
affordability and to avoid creeping elegance;
An understanding of the product's cost drivers and consideration of cost
drivers in establishing product specifications and in focusing attention on
cost reduction;
Product cost models and life cycle cost models to project costs early in the
development cycle to support decision-making;
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Active consideration of costs during development as an important design
parameter appropriately weighted with other decision parameters;
Creative exploration of concept and design alternatives as a basis for
developing lower cost design approaches;
TARGET COSTING AS A FOUNDATION: Executive management,
marketing, program/product managers, and development team
personnel all need to have an understanding of customer affordability
constraints or competitive market place requirements. Everyday
customers buy products with functions, features and performance in
excess of their needs and wonder how much is money is wasted on these
unneeded capabilities. A keener awareness of design to cost
requirements is needed. This happens when product development team
members and executive management have direct contact with customers
to understand their true needs and hear their sensitivity to costs directly, or
when they are exposed to competitor's product pricing in the market
place.
Based on this awareness of customer affordability or design to cost
requirements, cost targets should be formally established. These targets
should be developed based on pricing formulas and strategies and
consideration of price elasticity. Prices and target costs will also have to
consider projected production volumes and amortization of nonrecurring development costs. In a more complex product or system, the
top-level target cost will need to be allocated to lower level subsystems or
modules. This will establish a measurable objective for a product
development team where multiple teams are involved in a development
project.
In an environment where development cost is significant relative to total
recurring production costs, more attention will need to be paid to
managing these non-recurring development costs. Non-recurring
development cost will be a function of the extent of new product and
process technology and the extent of use of new materials, parts and
subsystems. If product is an evolutionary step with minimal development
risk, non-recurring development costs will be lower. The use of standard
parts and modules from other existing products will also lower nonrecurring development costs. This suggests a strategy of not letting
product and process technology application get too far ahead of
customer affordability requirements.

on its performance merits and, at best, secondarily consider a subjective
estimate of the relative costs of the design alternatives. Ad-hoc cost studies
or trade studies may be prepared for significant issues, but tools to
regularly support this process are lacking. Tools and information need to
be provided to a product development team so that they can more proactively and objectively consider the cost implications of various design
approaches on a regular basis. A product cost model or life cycle cost
model provides an objective basis for evaluating design alternatives from
a very early stage in the development cycle.
As the organization proceeds through the design of both product and
process, the product cost model is used to project and accumulate product
costs to use as a factor in evaluating design alternatives and to refine the
design to meet cost targets. If it is determined after extensive evaluation
that the product requirements cannot be achieved at the target cost, the
requirements and targets will need to be re-evaluated and modified.
Early in the development cycle, the product cost model will be based
primarily on characteristics of the product design with relatively little
consideration of the actual manufacturing process. The model will be
driven by general design parameters, product/part characteristics, and
critical parameter tolerances. The model will be implicitly based on
assumptions about existing processes and process relationships to types
of materials, sizes and tolerance requirements.
Cost data will also need to be obtained for many purchased parts and
sub-assemblies. This information may be in the form of catalog prices or
supplier quotations. However, to support cost projections much earlier in
the development cycle, a close working relationship with the company's
supplier base will allow preliminary cost projections to be obtained
without the formalized commitment of a quotation. The supplier
relationship and company information needs may even develop to the
point that the company works with the supplier to develop a supplier cost
model based on the supplier's process capabilities.
A company's initial attempt with a product cost model may utilize a
spreadsheet program or a bill of material cost roll-up capability. The
focus is on accumulating and tracking estimated material, part and
assembly costs. This summarization capability may start with cost
estimates and update the estimates with quoted prices or catalog prices
for purchased items or manufacturing's estimates based on preliminary
drawings for fabricated items and assemblies.

Product development team members should buy-in to or commit to these
product cost targets and development budgets to improve the chances of
meeting these objectives. When empowered product development teams
actually develop these budgets and targets, a sense of commitment to
these budgets or targets develops. If the budgets or targets are established
by someone outside the product development team (e.g., by a product or
program manager, a management team, a system integration team, or a
project engineer), the targets and budgets should be carefully reviewed
with the team members to insure they understand these cost objectives
and the assumptions behind them. While competition will generally
dictate that stretch goals be established, these goals should be accepted
by the team as achievable.

Over the course of the development cycle, several different costing tools
may be used by an organization. In the early stages of product
development, an estimating system may be used to respond to a customer
request for quotation or request for proposal or to develop an internal
estimate to prepare a cost justification for the development project to
management. This cost model would be based on parametric or analogy
techniques. Parametric techniques would take general characteristics
about the product such as size, weight, number of functions, etc., and use
these parameters to develop a general cost estimate. Analogy techniques
would take a similar product's cost and use a "same as except for"
approach to develop a cost estimate based on the cost of an existing item.

COST MODELS AND COST DATA: Once a team has a set of
requirements and a cost target established, they will begin exploring
alternatives as part of the design process. In the absence of other
information, they will tend to evaluate a product concept primarily based

These costing tools should have a consistent basis for accounting for costs
and a consistent set of rates. In addition, the organization should establish
procedures to periodically validate the cost models by comparing the
projected costs with actual costs and adjusting parameters in the model to
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yield projections closer to actual experience.
In some cases, life cycle costs may need to be considered as the basis for
making design decisions. This will add to the complexity of a cost model.
Data will need to be gathered on operating costs (e.g., facilities, training,
manpower, fuel or energy consumption, etc.), maintenance costs, and
disposal costs. While these costs can be modeled, historical data related
to operations, reliability and maintenance often is needed. This means
that a customer will need to provide this data or that the company have
close working relationships with customers where this data is routinely
gathered.
To support the operation of these cost models, cost data will need to be
readily accessed. Some companies try to restrict access to cost data to
prevent this information leaking out to competitors. This restricted access
undermines a design to cost methodology and empowerment of the
product development teams. This data needs to be made available to
support cost modeling. Typical data required will be labor rates,
overhead rates, learning curves, efficiencies, historical and projected
parts costs, and escalation projections for labor and materials.
Traditional approaches to allocating overhead or burden costs generally
based on direct labor. However, direct labor is becoming an insignificant
cost component in many products. Further, there is frequently a lack of
understanding of sunk costs and fixed versus variable indirect costs. All of
this has led to distortion of overhead cost allocations and inappropriate
design and sourcing decisions. As companies move toward activitybased costing, the quality of the cost data will improve. Costs will be more
closely based on the consumption of resources and the aberrations
associated with allocating indirect costs will diminish.
DECISION-MAKING: In the absence of product cost models and
product development teams, each functional organization will make
decisions from their own perspective, trying to manage the elements of
cost that they are responsible for. For example, decisions to minimize
non-recurring design engineering expenditures may result in a less
producible product, driving up material and labor costs in
manufacturing. Decisions to minimize tooling capital expenditures may
also have the same effect in manufacturing costs. Test engineering may try
to minimize its non-recurring development budgets and capital
expenditures resulting in a less automated test process and higher
recurring test costs for production verification.
Product development teams provide the organizational mechanism to
bring the various disciplines together to optimize product costs from an
enterprise perspective. Cost models provide the means for the team to
objectively consider the implications of various development decisions. A
company operating philosophy that emphasizes cost as a factor in the
development decision-making process is a final requirement.
Access to product cost projections early in the development cycle will
improve decision-making about design alternatives and lead to
refinement of the design to come closer to the established cost targets.
These costs projections will aid decisions about the design of the
manufacturing process as well, focusing attention of elements of the
product costs that do not meet the target and allowing consideration of
alternative processes while it is still early enough in the development cycle
to introduce new processes. The key is to emphasize management of
product costs during development, not merely accumulating costs as
designs are completed.

Ministry of Finance, Government of Pakistan
Higher Education Commission, Government of Pakistan
National Commission for Human Development
The British Council
English Biscuit Manufacturers (Pvt.) Limited
Habib Bank Limited
Air Blue
GEO TV
Business Recorder
Daily Times
NCR Corporation
ZRG International (Pvt.) Limited
Hewlett Packard
National Bank of Pakistan
South Asian Federation of Accountants
Sui Southern Gas Company Limited
Eveready Communications (Pvt.) Limited
Astra Netcom, India
Kings Group of Companies
Pakistan Software Houses Association
Sheraton Hotel & Towers, Karachi
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Friday & Saturday, November 17 & 18, 2006
Sheraton Hotel & Towers, Karachi
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1. The WTO Is Fundamentally Undemocratic
The policies of the WTO impact all aspects of society and the planet,
but it is not a democratic, transparent institution. The WTO rules are
written by and for corporations with inside access to the
negotiations. For example, the US Trade Representative gets heavy
input for negotiations from 17 "Industry Sector Advisory Committees."
Citizen input by consumer, environmental, human rights and labor
organizations is consistently ignored. Even simple requests for
information are denied, and the proceedings are held in secret. Who
elected this secret global government?
2. The WTO Will Not Make Us Safer
The WTO would like you to believe that creating a world of "free
trade" will promote global understanding and peace. On the
contrary, the domination of international trade by rich countries for
the benefit of their individual interests fuels anger and resentment
that make us less safe. To build real global security, we need
international agreements that respect people's rights to democracy
and trade systems that promote global justice.
3. The WTO Tramples Labor and Human Rights
WTO rules put the "rights" of corporations to profit over human and
labor rights. The WTO encourages a 'race to the bottom' in wages by
pitting workers against each other rather than promoting
internationally recognized labor standards. The WTO has ruled that it
is illegal for a government to ban a product based on the way it is
produced, such as with child labor. It has also ruled that
governments cannot take into account "non commercial values"
such as human rights, or the behavior of companies that do business
with vicious dictatorships such as Burma when making purchasing
decisions.
4. The WTO Would Privatize Essential Services

The Poor
South Should
Not Endorse
WTO?

The WTO is seeking to privatize essential public services such as
education, health care, energy and water. Privatization means the
selling off of public assets - such as radio airwaves or schools - to
private (usually foreign) corporations, to run for profit rather than the
public good. The WTO's General Agreement on Trade in Services, or
GATS, includes a list of about 160 threatened services including elder
and child care, sewage, garbage, park maintenance,
telecommunications, construction, banking, insurance,
transportation, shipping, postal services, and tourism. In some
countries, privatization is already occurring. Those least able to pay
for vital services - working class communities and communities of
color - are the ones who suffer the most.
5. The WTO Is Destroying the Environment
The WTO is being used by corporations to dismantle hard-won local
and national environmental protections, which are attacked as
"barriers to trade." The very first WTO panel ruled that a provision of
the US Clean Air Act, requiring both domestic and foreign producers
alike to produce cleaner gasoline, was illegal. The WTO declared
illegal a provision of the Endangered Species Act that requires shrimp
sold in the US to be caught with an inexpensive device allowing
endangered sea turtles to escape. The WTO is attempting to
deregulate industries including logging, fishing, water utilities, and
energy distribution, which will lead to further exploitation of these
natural resources.
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6. The WTO is Killing People
The WTO's fierce defense of 'Trade Related Intellectual
Property' rights (TRIPs)patents, copyrights and
trademarkscomes at the expense of health and human lives.
The WTO has protected for pharmaceutical companies' 'right
to profit' against governments seeking to protect their
people's health by providing lifesaving medicines in countries
in areas like sub-saharan Africa, where thousands die every
day from HIV/AIDS. Developing countries won an important
victory in 2001 when they affirmed the right to produce
generic drugs (or import them if they lacked production
capacity), so that they could provide essential lifesaving
medicines to their populations less expensively. Unfortunately,
in September 2003, many new conditions were agreed to that
will make it more difficult for countries to produce those drugs.
Once again, the WTO demonstrates that it favors corporate
profit over saving human lives.
7. The WTO is Increasing Inequality
Free trade is not working for the majority of the world. During
the most recent period of rapid growth in global trade and
investment (1960 to 1998) inequality worsened both
internationally and within countries. The UN Development
Program reports that the richest 20 percent of the world's
population consume 86 percent of the world's resources while
the poorest 80 percent consume just 14 percent. WTO rules
have hastened these trends by opening up countries to
foreign investment and thereby making it easier for
production to go where the labor is cheapest and most easily
exploited and environmental costs are low.

countries' negotiators are not even invited to closed door
meetings -- and then 'agreements' are announced that poor
countries didn't even know were being discussed. Many
countries do not even have enough trade personnel to
participate in all the negotiations or to even have a
permanent representative at the WTO. This severely
disadvantages poor countries from representing their interests.
Likewise, many countries are too poor to defend themselves
from WTO challenges from the rich countries, and change
their laws rather than pay for their own defense.
10. The WTO Undermines Local Level Decision-Making and
National Sovereignty
The WTO's "most favored nation" provision requires all WTO
member countries to treat each other equally and to treat all
corporations from these countries equally regardless of their
track record. Local policies aimed at rewarding companies
who hire local residents, use domestic materials, or adopt
environmentally sound practices are essentially illegal under
the WTO. Developing countries are prohibited from creating
local laws that developed countries once pursued, such as
protecting new, domestic industries until they can be
internationally competitive. California Governor Gray Davis
vetoed a "Buy California" bill that would have granted a small
preference to local businesses because it was WTO-illegal.
Conforming with the WTO required entire sections of US laws
to be rewritten. Many countries are even changing their laws
and constitutions in anticipation of potential future WTO
rulings and negotiations.
11. There are Alternatives to the WTO

Citizen organizations have developed alternatives to the
corporate-dominated system of international economic
governance. Together we can build the political space that
Farmers produce enough food in the world to feed everyone
nurtures a democratic global economy that promotes jobs,
-- yet because of corporate control of food distribution, as
ensures that every person is guaranteed their human rights to
many as 800 million people worldwide suffer from chronic
malnutrition. According to the Universal Declaration of Human food, water, education, and health care, promotes freedom
and security, and preserves our shared environment for future
Rights, food is a human right. In developing countries, as
generations.
many as four out of every five people make their living from
the land. But the leading principle in the WTO's Agreement on
Agriculture is that market forces should control agricultural
12. The Tide is Turning Against Free Trade and the WTO!
policies-rather than a national commitment to guarantee
food security and maintain decent family farmer incomes.
International opposition to the WTO is growing. Massive
WTO policies have allowed dumping of heavily subsidized
protests in Seattle of 1999 brought over 50,000 people
industrially produced food into poor countries, undermining
together to oppose the WTOand succeeded in shutting the
local production and increasing hunger.
meeting down. When the WTO met in 2001, the Trade
negotiators were unable meet their goals of expanding the
WTO's reach. The WTO met in Cancún, Mexico this past
9. The WTO Hurts Poor, Small Countries in Favor of Rich
September 10--14, and met thousands of activists in protest
Powerful Nations
and scoring a major victory for democracy. Developing
countries refused to give in to the rich countries' agenda of
The WTO supposedly operates on a consensus basis, with
WTO expansion - and caused the talks to collapse!
equal decision-making power for all. In reality, many
important decisions get made in a process whereby poor
8. The WTO is Increasing Hunger

Pakistan Human Resource Strategy Forum 2006
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Faced with a choice between psychoanalysis and
behaviorism, many psychologists in the 1950s and 1960s
sensed a void in psychology's conception of human
nature. Freud had drawn attention to the darker forces of
the unconscious, and Skinner was interested only in the
effects of reinforcement on observable behavior.
Humanistic psychology was born out of a desire to
understand the conscious mind, free will, human dignity,
and the capacity for self-reflection and growth. An
alternative to psychoanalysis and behaviorism, humanistic
psychology became known as “the third force.”
The humanistic movement was led by American
psychologists Carl Rogers and Abraham Maslow. According
to Rogers, all humans are born with a drive to achieve their
full capacity and to behave in ways that are consistent with
their true selves. Rogers, a psychotherapist, developed
person-centered therapy, a nonjudgmental, nondirective
approach that helped clients clarify their sense of who they
are in an effort to facilitate their own healing process.
At about the same time, Maslow theorized that all people
are motivated to fulfill a hierarchy of needs. At the bottom of
the hierarchy are basic physiological needs, such as hunger,
thirst, and sleep. Further up the hierarchy are needs for safety
and security, needs for belonging and love, and esteemrelated needs for status and achievement. Once these
needs are met, Maslow believed, people strive for selfactualization, the ultimate state of personal fulfillment.
This workshop looked at the workplace with an emphasis on
people as human beings not simply as a mechanical part of
the whole system. Logically the session was divided into six
modules:
The motivation of people to be productive
Job design and work organization
Every person as a pro-active manager
The importance of employee training and
development
The contribution, the application of ergonomics can
make to employee motivation and productivity
The importance of communication in the workplace

It was a different workshop not only for its unique concept
but also for another reason that three notable human
resource trainers contributed their views and experiences
with the main facilitator.
Zafar Aziz Osmani, SEVP, MMC & Group Executive, Habib
Bank Ltd; started the discussion by his beautiful and thought
provoking presentation on the subject. Although he spoke
on the subject, as he mentioned, for the first time but his
deliberations were so comprehensive and absorbing for the
participants that he actually described the concept to its
maximum horizons.
Wali Zahid, Country Director, British Council Management
Development Services, was the second to appear with his
mega-vision on the topic and he, in his scholarly designed
presentation, elaborated the practical application of the
concept and gave new dimensions of thoughts to the
participants.
Uzma Bashir, Group Chief Organization Development &
Training, National Bank of Pakistan, in her unique style, came
and dominated the whole show. She dealt with the subject
with reference to “the motivation of people to be
productive”. As motivation is her beloved topic so she took
the whole session to its peak.
Hassan Jaffry, Senior Associate, Nutshell Forum, was the
facilitator of the workshop. He actually introduced the
subject in our corporate sector for the first time in Pakistan. As
The concept and theme of self-actualization was
comprehensively explained by the three giant trainers, he
concentrated himself to practical aspects. He introduced
another concept of "Conscious Organization” and provided
tools to the participants regarding process of making
linkage between personal self-actualization and
actualization of “conscious organization”
Persons from a variety of corporate organizations attended
the workshop and took the pride of being the pioneer
participants of the subject with them.

For In-house Workshop on Self-Actualization please contact us at Nutshell Forum.
www.nutshellforum.com
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