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Charu   

Hello and welcome to Mrigashira Radhika 

 

Guest   

wonderful to be here Charu 

 

Charu   

From advertising to public relations, corporate communications. And now mediation. I'm intrigued. How 

did this shift happen? 

 

Guest   

There's a plan out there that even I didn't know when I started in advertising. But what I do know is that 

at the very heart of what I have done is communication. The need for communication is so much more 

yet we have more miscommunication today than ever before. So when I came into advertising, I was 

there for about eight years, nine years with FCB Ulka, I thoroughly enjoyed it. But each time I made a 

shift, I felt that I, my journey in that domain was done. And I felt there was a you know, there was 

something different that I needed to do. So after about nine years in advertising, I thought, well, let me 

go into corporate communication. When I joined PR firm advertising, firstly, I saw that there were not 

too many people there. And the background and advertising, which is very, you know, sharp 

communication was something that worked really well in public relations. So I brought a lot of practices 

of branding, positioning messaging, training,for my team for my clients, and that really worked very well. 

I took a month, month and a half to really learn what is the difference between advertising and public 

relations. And what I realized is that the one way communication of advertising was a two way in PR, 

very simple. But there was so much more that one could do in PR. And there was so much more, and I 

learned a lot from international campaigns. And I must have read, every book must have gone through 

so many campaigns. And I think it really brought in perspective, when I used to do campaigns and pitch 

for business, we had a great time, we won every pitch because we were creative about the creativity of 

advertising into PR. And PR is so such fun. So I stayed in PR for 17 years, and I was very blessed to 

actually head a, a global PR agent WPP PR agency Ipan Hill+knowlton, for about nine of those years. 

then at one stage in PR and I was the head and I said I think I'm now done, I need something different. 

I didn't know what that was. But I knew that I had to learn more, I had to explore more, which is why I 

did a couple of projects. And one of them was with the Singapore International mediation center. And I 

That's how mediation attracted, you know, invited me into their world, very in a very graceful, wonderful 

manner. And that's how I entered the world of mediation. I was able to put my theory into practice and I 

then set up a mediation consultancy along with my wonderful partner, who's also my husband and we 

actually met in advertising. We work together in advertising for six years and now we work again. We 

have a lot of disagreements, but mediation teaches you to resolve your issues and your disagreements 

into agreements in an amicable manner.  

 

Charu   

Really good to know. Because you know, a lot of times you have a husband and wife do working 

together. And I think you've just said it very rightly, that mediation could be a perfect way to help them 

work together in a more amicable manner.  But before I asked you to tell us more about mediation, 
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allow me to step back and look at our current times, which seems to be mired with conflict. We all are 

familiar with its impact on workplace in business, how does one manage conflict? 

 

Guest   

That's a great question, Charu. It's actually deeply understanding what is conflict. So conflict is a 

serious disagreement or argument. And typically a very protracted one, where it is between people or 

many people. And it usually is a clash of ideas, opinions and interests, when there's this clash, it could 

be at the workplace, it could be in your personal life, it could be in the environment, conflict is brewing. 

Now, the natural reaction to human beings, by human beings to conflict is that fear. I mean, that is the 

root of conflict, because it gets you into the fear zone. And when you're in the fear zone, there are only 

three ways of reacting, you fight, you freeze, or you flee. Just three ways in which every human being 

reacts to conflict, because conflict is immediately the fear zone. And I got to protect myself. 

 

Charu   

But you know, the times and I'm sorry, I'm cutting you short here. avoiding conflict is also conflict, right? 

Because a lot of times people do tend to avoid conflict, because they do they feel they're going to just 

escalate things, or they're going to just unnecessarily you know, get into a fight. So isn't that also 

conflict? Or how would you how does that fit into the whole picture? 

 

Guest   

So that's conflict avoidance. So as I just said, you flee, you freeze, or you fight? Yeah, that three of 

swords. So the so what you're talking about is you have either frozen or you have runaway, because 

you want to avoid the conflict. It's like, you know, a deer looks, it's the headlights and you just freeze. 

When somebody raises their voice. Somebody attacks you, you feel attacked, almost physically, by the 

other, and your body, your chemicals, and everything around you reacts, how you would react to feel. 

But what's very interesting, Charu is that conflict is at that inflection point, where if you can look at 

conflict in the eye and say, Why am I in conflict? Why, what is the test? It is actually at that point in time 

that the relationship if it's between two people, or multi people can transform, because everybody's 

come to the end of the journey. And you need to have another option, but you're stuck. And therefore 

you're in conflict. So if you can take a step back, and actually see why you're in conflict, and manage 

and handle and negotiate that conflict, you will find amazing results and transformation in the 

relationships. And I can tell you, that has happened with me personally as well. Right? 

 

Charu   

So you know, now if to resolve conflict, you need to be able to persuade the other person, to be able to 

really talk it out. So some of us or rather, most of us find it hard to persuade others, how can we make a 

better use of negotiation techniques in our profession, especially, and what are these techniques? 

 

Guest   

So I would say that at the heart of negotiation is good communication. So, as a lot of people who are 

going to tune into this program, our communication or in business, communication is a lifeblood in our 

world. So, one of the most powerful skills of negotiation and the first step is just listening. Listening to 

the other person, because most likely we listen with our own agenda, to react. If it's something that 

works for us, well and good if it doesn't, I want to bring in my point of view, I'm not going to listen to you. 
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So I think there is I do a lot of work. In terms of actually training people to listen, are you really 

listening? That's step one. If you're really listening, the second step comes into natural pay is that you 

would acknowledge, and a lot of times, we don't acknowledge, we just discount, we move to the next 

point. We don't say, hey, you know, what I heard from you is this is, Am I on the right track, it could be 

that you've misunderstood and in that by not acknowledging a lot of times I've seen, you actually have 

misunderstood what the other person is saying. And you can go on absolutely different tracks. So I 

think the first step to a good negotiator is listening and listening by being present to the other person. 

It's amazing how your consciousness, your brain, your wiring, can change, just the way you you will 

approach the next step, if you have genuinely listened to the other person. So as I said, the first step 

towards good nego, or good negotiator is listening. 

 

Charu   

Often a very hard thing to do to listen to somebody with full attention. And given the, our attention 

spans seem to be, going down tremendously. And as they say,our attention spans are less than that of 

a goldfish, about seven seconds. So in that situation, how would you or what would you advise 

communicators, when it comes to, you know, strengthening their listening power, or, you know, really 

bringing in that change, to listen really to be able to persuade, negotiate better? 

 

Guest   

So again, Charu, I think the first thing I would say is, and I'll ask you that, do you listen to yourself? You 

listen to your thoughts, you listen to your emotions? Are you able to ask yourself the question? Why is it 

that I have such a low attention span? Why is it that my, the attention span of my teammates of mine is 

that of a goldfish? Can we question that in a manner? And I'll come to the second very, very powerful 

way in which we all communicate? And I'll give you this little number, which is, have you heard of it? 

Which is 55,38 And 7. Have you heard of that?  

 

Charu   

5538 and 7? No. 

 

Guest   

Yeah, okay, good. I'll now tell you as a communicator, and all communicators must know that is that 

when we communicate, as you and, Me are - 55% of our attention actually goes into our conscious 

attention goes into how we look, the physical part of it. Even though we are on Zoom, we are looking at 

each other. And that's what gets into our subconscious and conscious self. 38% is the tone of voice. So 

there's a huge message in the tone of voice, there's a huge message in how you're listening to me, 

your expression, how you've come in here, how you're approaching to me, and there's only 7% is what 

you're actually going to hear from what I see. And that is a broad study, research study done that 

broadly, when we when we first come in, we only remember seven to 8%, after 24 hours of what we 

have heard from any session, but we 55 and 38% is how I made you feel because of how I looked at 

you how I saw you what was my expression, what was I wearing? And powerfully the tone of voice and 

the tone of voice if it's high pitched, or it's got contempt? I maybe I could be saying anything, but if I 

have contempt, my tone, I say contempt is the termite of relationships. So to answer I think we need to 

open our minds say, why is it that we have so little time and we need to slow down? Even to hurry up. 
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Charu   

Right? Of course, since it does more, tell us what is mediation and why is it important in today's times? 

 

Guest   

 Okay, before I actually talk about mediation, I'd like to spend a little time talking about conflict. And I 

talked about conflict as a serious disagreement between people which can be recurring. And the next 

part what happens is that we don't realize that in our everyday lives, do we get into conflict spirals? And 

it's interesting that I'd like to say the Bhagavad Gita, and all very wise Shastras and it across different 

wise people. I What I picked up is that there are actually only four different types of conflicts, there is 

the conflict, the first conflict is the conflict with yourself. The second conflict is a conflict with others. The 

third conflicts is a conflict with nature. And the fourth conflict is a conflict with the universe. So if you've 

not resolved your conflict with yourself, you take it out on others. If you're fighting with others, you stop 

caring about your environment, and the universe at large. Now, if you see that's what's happening, I 

actually see that the, you know, fires in when it's new york, Australia, the way nature and Mother Nature 

is reacting to humanity, and how how humanity has treated nature and animals and the planet. There's 

a there's a conflict that we all see around us. And we say, well, what role do I have in that? And then a, 

that's a larger picture, and you come to the next, how does this impact businesses and corporations 

who were talking about sustainability, it's all linked with this huge conflict that we're having with the 

larger world, when you come into business, and there's business conflict between businesses, within 

businesses interdepartmental conflict, which is a conflict with others, and the very core conflict is at the 

individual level. So so we see that all around, and this conflict is only propagated further with the news 

media, they love conflict, they promote conflict. It's not as if they are going to come in to say, Can we 

defuse that conflict? And so we see this conflict spiral happening all around us. And I think at this point 

in time, it's so important to stay in the zone to save, why should we be in so much conflict? So that was 

the the point I wanted to make. And I think we will look at this wonderful world word called mindfulness. 

Mindfulness, what is mindfulness? I am mindful to you. I'm mindful that you asked me a question. I'm 

mindful that I have gone a little bit off topic. But I have there's a context I'm setting so that I can answer 

your very important question. Being mindful is listening to the other person and genuinely saying, what 

is the best way I can respond to you not react to you? But how do I respond to you? I think that is at the 

heart of mindfulness. And when we are not mindful in the conflict that we are seeing has created a trust 

deficit. As we see, we read about it. And what is this trust deficit, the moment there's a trust, this deficit, 

communication breaks down, I don't trust you. So I'm going to block you, I'm not going to talk to you all 

send you a legal notice. So this adversarial way of dealing with each other is happens when there is a 

trust deficit and the role, and I'm going to come to a mediator whose mediation is about resolving 

conflict in an amicable manner. And to be able to mediate a conflict amicably you need a mediation 

mindset. So what is the mediation mindset, in today's very adversarial, highly competitive self interest 

based society, we become so competitive, and so adversarial that we are only thinking of our own 

interest. So when a conflict happens, I want to win, and the other person should lose, lose. So this win 

lose mindset is what is creating this kind of anger, resentment, bitterness, mistrust. And so we really 

have to ask ourselves, is it worth it? So how do we shift to an we talked about this before, from a win, 

lose to a win win? And this shift in mindset is at the heart of what mediation can do.  

 

Charu   
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So as you as you one meet, I mean, clearly, I mean, everyone is suffering from this mindset of for 

themselves, whether it's the client, whether it's the agency, whether it's any business, it's all about me, 

myself, my survival, survival mode is what we are all seem to be in. And here when we are just thinking 

of ourselves, who we are ability to negotiate becomes really poor. How do we break that chain? How do 

we move beyond that transactional exchange between people? 

 

Guest   

Wonderful question. So I think that transactional exchanges at the heart is that take a step back and 

say is it my interest only? Am I thinking and listening to the other person? Where are they coming from? 

Why are they upset, what is their interest? So a very important negotiation mindset is interest based 

negotiation. In fact, it's a Harvard business model. It is part of what I was taught. When I was learning 

how to mediate. It's a seven step process, where the first step is actually to build back the trust deficit, 

the trust that has broken down, therefore the communication has broken down. How do you spend time 

as a mediator who's a neutral to build trust between parties? So it could be a multi party, or it could be 

two parties? The first and for foremost is, you know, when there's a conflict and a dispute? It, you know, 

there's a trust breakdown. So how do you build that bridge of communication so that the trust is built 

back between the two parties, because the parties had a relationship? We all have relationships, and 

then they sour? And this is all? Well, you move on. But the question is, why did it sour? Could it have 

been better? How do I get that trust back? And if you believe in relationships, and we are in the 

business of communication and relationships, PR is about relationships? I think it's a very important 

question that you ask to say, how do we build better relationships, because mediation definitely helps 

preserve that in a way that is transformational. I'm going to tell you a story. I just recently mediated 

between two leaders to two co founders. And, and they were in deep conflict in the organization, the 

what 5000 people, everybody was aware of the conflict between the two leaders, it impacted their 

business in impacted the sentiment of the of the investors, and I was brought in as a conflict coach, and 

we resolved the conflict amicably. It took about two months. But it's, it's it's amazing how that was only 

because it was a win win, eventually, a win win solution was found out by the people in conflict, they 

find the best solutions. Now, I wouldn't have been able to speak about this, if I had not learned it Charu. 

And I would really, it's wonderful that you're doing the session where I would love many, many people 

in communication to know that you know, what we really need to step back and think about how each of 

us communicate, how each of us build trust, how each of us build relationships.  

 

Charu   

And this brings me to my last question, actually, in what situations can communicators use mediation? 

 

Guest   

Actually, communicators first need to understand the mediation mindset. That Am I, in, you know, I 

have to look at my interest, I have to look at the other people's interests. And a lot of times, I think, 

especially in PR, you are automatically in the position of a mediator, so to say, as a neutral, who needs 

to bring multi stakeholders together. And I talked about common interest. And I think a lot of that I did 

when we were when when I was in public relations, and I think that that conscious usage of interest 

based negotiation where you look at what is the common interest between multi parties, what is the 

common interest between your between, say, the business, the journalist, the customer, the 

policymaker. And actually, when you look at what is common over there, it's amazing what kind of 
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creative solutions you can bring a live with that mindset. Because a lot of times you just it's just 

transactional, but communication has a business interest. And as communicators, I think it's very 

important to understand the business interest, so that you can think of solutions, which is going to be 

which is not going to be transactional, not that just that one article that has to come out, or that one 

press release that has to go out, but you're actually looking at the role of communication, and how that 

can build the interest of the business. 

 

Charu   

I'm hoping that the mediation movement gains momentum in 2022. And on that note, thank you so 

much Radhika for joining us on Mrigashira. 

 

Guest   

Thank you, thank you so much Charu. 


