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[All quotations in bold font are from the works of L. Ron Hubbard.]

“Anyone will discover, in actually dealing with people, that these factors 
dominate:

“1. People are willing to do their best and will until hammered1 about it.

“2. Most causes for complaint are based not on misconduct but on 
misunderstanding.

“3. Only personal contact can restore understanding.

“4. Written criticism or anger is rarely repaired by more writing. A breach opened 
by writing is usually susceptible to being healed only by personal contact. The 
moral is, therefore, don’t open the breach with a distempered2 despatch3.”

Constructing a bridge from Point A to Point 
B requires an architectural engineer to first 
be capable of imagining that bridge. Before a 
table can be designed and built, it has to be 
imagined and the decision to build it must be 
made and an intention must exist to motivate 
the construction. That puts imagination, 
decision and intention as senior to physical 
mechanics.

1  HAMMERED:  hit or struck hard and repeatedly as if with a hammer; heavily criticized. (Hubbard College Master Glossary) 
2  DISTEMPERED:  exhibiting a bad temper; displaying upset.
3  DESPATCH:  written message (including emails). (Hubbard College Master Glossary)
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So what does this have to do with 
executives and personnel? In this way: If 
an executive has a personality trait that 
is chronically or compulsively critical, he 
will imagine the personnel to be inept, 
lazy and doing their best to make the 
executive look bad. Executives with 
such a character flaw are a liability to 
have around. If you envision your front-
desk clerk as a boob, you are likely to 
get just that – a boob for a front-desk clerk. For example, Captain Bligh, as portrayed in 
the motion picture, Mutiny on the Bounty, was the ill-tempered, irate and distrustful 
captain of the HMS Bounty who readily saw fools around him, inspiring a successful 
mutiny; Bligh and some loyal crew found themselves set adrift in a small boat with few 
provisions most likely to die. Leaders like Captain Bligh, distrustful of those in their 
charge, very often cause a lessening of cooperation from their subordinates to the point 
of sparking a mutiny. Captain Bligh could have used the points of this model hat; indeed, 
if he had followed these advices, there would never have been a mutiny.

In truth, the vast majority of employees are very decent people who are willing to work 
hard and diligently at what they understand is needed and wanted of the management 
echelons above them.

Example:

In 1990 I was hired to salvage a company 
that was in imminent danger of bankruptcy. 
By this time in my life I had learned that bad 
scenes like this are created. One doesn’t 
accidentally fail. Failure gets caused. The 
business world holds the man at the top 
responsible and this has merit. Somebody 
caused the bad scene. So I start at the top.
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I quickly learned that the manager at 
the top of this particular company was 
a bit of a tyrant4. He never put orders in 
writing, did not provide written policy to 
guide personnel, and did not engage in 
training anyone. Then when someone 
goofed or became confused he publicly 
berated and embarrassed them. So the 
crew lacked job security. It is important 
to any employee to be able to predict 
whether or not he will be employed 
tomorrow, next week, next month.

It is not an executive’s job to do the work of those in his charge but it is his job to 
ensure that his subordinates are trained and properly directed. He has to care enough 
about them that he gives them the knowledge they need to succeed.

So I confronted this executive and said “I see that you have not provided training for 
your employees. Is there some reason for this?”

A smirk appeared on his face. “I only want to hire people who are capable enough to 
figure things out on their own. I want people who can train themselves.”

This is a recipe for disaster. It reads like 
this: Hire them. Don’t train them. Complain 
about how stupid they are. Invalidate 
them. Frighten them. Get rid of them. An 
executive who has not grasped and does 
not practice the points of leadership in  
this ebook will have a high turnover of 
personnel. This should be viewed in the 
same way as someone who has been 
married 8 times. Both should be a point of 
embarrassment.

4 T YRANT: a person exercising power or control in a cruel and arbitrary way.
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If you want your people to succeed you simply cannot question their intentions every 
time they lodge a complaint. I remember a group of foremen in a manufacturing facility 
that I was salvaging in 1985. They put forth the notion that I was forming some kind of 
clique with the upper echelon of management, blah, blah, blah. When I heard about this 
I was at first angry; I knew I was working overtime in an effort to get in key management 
fundamentals at the top. So I asked 
for a meeting with these foremen 
wherein I intended to give them a 
piece of my mind. Fortunately I curbed 
my anger and calmly asked them to 
communicate the rationale behind 
their complaint. In about two minutes 
of listening, I knew what their upset 
was all about. They felt excluded 
from the training I was giving upper 
management. Why wouldn’t they? I 
had not told anyone that I intended 
to roll this same training down to all 
management echelons. When I did tell them, they looked at each other in relief. Then 
one of them asked, “Don’t you think you should be training all echelons together? It isn’t 
like there are hundreds of us.” I looked at this – genuinely looked - and realized that 
they had a point. So I decided right then and there that all management echelons would 
be invited and it would begin the following day.

They left that meeting room without having any complaint. All I had to do was listen. I 
had become more real to them and they had become more real to me.

The lesson I learned was that any kind of break in understanding could never be 
handled by a war of angry dispatches (or e-mails as we would call them today) or 
sending someone else in to take care of it. The only thing capable of repairing any break 
was to meet in person and communicate. And by communicate I don’t mean a one-way 
flow of words from me.
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I had to learn these things myself during my formative years as an executive.

Elon Musk, as anyone alive today knows, is a legendary entrepreneur and one of the 
wealthiest people in the world. He has also managed at least three companies and 
thousands of people. He has this to say on the subject of handling people:

“I think people should be nicer to each other. Give more credit to others and don’t 

assume that they’re mean until, you know, they’re actually mean. It’s easy to demonize 

people; you’re usually wrong about it. People are nicer than you think. So give people 

more credit.”

ADDITIONAL FACTORS FOR AN EXECUTIVE
“5. Don’t let a detected error drift. Take it up and correct it when found.

“6. Don’t accumulate ‘bad marks’ against a terminal5 before acting. Forget old 
‘bad marks’ when they have been corrected.

“7. A terminal has his side of the story. As the person on the job he has more 
valid data than the executive. Listen and question before you decide you’re 
outraged.

“8. The only capital an executive 
has is the willingness to work. 
Preserve it. No person can be 
driven to labor – as every slave 
society has found out. They always 
lose. When a man is whipped, that 
work he then does still stems from 
his willingness alone. Anger made it 
smaller.”
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Nothing here suggests that an executive 
should never get angry or be a doormat 
for any employee with an axe to grind. 
What is suggested is that an executive 
handle those persons in his charge with 
understanding and trust first. Employees 
(and this includes executives) make 
mistakes. One should take it up with the 

employee from the viewpoint that the employee doesn’t like to make mistakes either; 
that sort of employee will listen and be easily corrected without any need for anger. You 
don’t stack the errors up before you take it up. You address it when it happens.

On occasion you may find an employee who should not be trusted and perhaps should 
never have been hired. I have certainly found my fair share of these types of employees 
but that was because I was addressing a declining business scene. As stated earlier, 
bad scenes are caused. I once discovered an employee who had secretly started a 
business in direct competition with the business he was hired to work for. He had stolen 
at least three customers and was servicing them while still on the clock of the company 
he worked for. That was one rotten apple out of the bunch (30 employees).

I have often heard pilots thanking their passengers for flying with their airline. They 
realized their passengers had a choice and could have chosen another airline. The 
same is true for an executive and his employees: they chose his business. They are 
there because they are willing to be there and do their best in the performance of their 
duties.
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A competent executive will respect this.

Written by Bill Johonnesson
Board Chairman
Effective Business Management
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