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JO: We have a few people logging in. We will give you a minute or two to get settled                   
and then we'll get under way. Just a few more seconds. All right. I think we're ready                 
to go. Hello everybody. My name is Jo. Welcome to the second RCA In Session talk.                
We have over 550 guests from 54 countries actually joining us today. Before             
introducing you to our speakers, Rama and Christopher, I'd like to cover a few              
housekeeping items. Today's webinar is being recorded. We will save the recording            
on the event page next week. We will have live captions enabled during the session               
as you can see. Please use the chat button if you have technical difficulties during               
the webinar or any issues with seeing the captions. We invite you to ask questions               
using the Q&A button. Any remaining unanswered questions, at the end of the             
session, we will try to get the speakers to answer and make the answers available               
on our event page. Without further ado, join me in welcoming Rama and Christopher.              
I'm going to hand over to Rama who is going to start today's conversation. Thank               
you. 
 
RAMA: Great. Thank you, Jo. First of all, welcome to you all. Welcome to everyone               
who has given their time and joined. And welcome Christopher and thank you for              
being a friend and someone that we have had many conversations over the last year               
and someone that I think we want to have a fireside chat and have 550 of our best                  
friends drop in. We will structure the next hour in three parts. Christopher and I will                
give each of us a short, personal member perspective for about five minutes. We will               
bring in other voices from around the world and finally, we'll answer questions from              
you all and with you all. 
To start off with, this is my journey, my leadership journey. I never thought that I was                 
a leader. I was never told that I would be a leader. I was too quiet, too untalented,                  
too inarticulate and too invisible. My school report actually said I was suited for a               
quiet academic life. My skin colour and quietness seemed to work against me. This              
changed when I actually led something. That was the sandwich shop at an Arts              
Festival, which saw 20,000 visitors over four days. No authority figure saw me as a               
leader. I was only 20 years old. My school friends volunteered me to run the team.  
I put all my attention, all my empathy into this. Creating an atmosphere of love and                
service was the only skill I brought to the table, but it was enough. Not only did we                  
sell a lot of sandwiches, but a magic moment happened, a woman in her 50s took                
my hand in hers and said, "My friends and I loved being on this team. Why?                
Because you showed care for us all, staff and customers alike. You made this a               
joyful experience, despite the 12‑hour shifts. Never forget that is your strength as a              
leader.” I realised that I could be a leader and, in that moment, she was actually                
leading me.  



Today we talk about leadership and we need it because most of what most of us                
have been taught about leadership is wrong.m Leadership is not about being the             
tallest, loudest, proudest, most male or most militarised figure. It is not about training              
to be a CEO, or winning the management rat race. It is about open-sourcing. This               
means the democratisation of leadership. Everyone can be a leader. I honestly            
believe this. Regardless of age, ability, gender, colour or any other human attributes.             
It is about deconstructing leadership and reconstructing it together, not a single mind             
doing it.  
We should not be held hostage to recurring and repeating challenges. It means that              
open mind, an open heart and an open hand. It is not a closed fist. Or an                 
authoritarian voice. Or a knee on the neck. Leadership should not stifle our             
breathing, literally or figuratively. It should enable us to be the most vibrant, relevant              
and visible versions of ourselves. A catalysing change can be external, but real             
change starts within. It is not just the external system that needs to progress, it is                
also your own internal system. Your values, your abilities, your perceptions, inner            
change.  Any inner change that you can make can have a great outer effect.  
So, this leads us to Creative Leadership. An area of research here at the RCA. It                
brings together design and neuroscience to activate your inner creativity. And your            
potential to lead. It is informed by many conversations and experiences over 300             
creative projects at the Helen Hamlyn Centre for Design, which I lead here at the               
RCA. It is based on three values: Empathy, Clarity and Creativity. These can be              
applied to individuals, projects or organisations.  

 
 

These three have to be brought into balance within you and within everything you do.               
If you only have empathy, you can be a pushover. If you only have clarity, you can                 
be a dictator. Dictators were very clear about what they were doing. Only creativity              
and you are a bicycle with no wheels, pedalling hard but going nowhere. Empathy is               
the ability to recognise, understand and reflect on the thoughts, feelings and            
behaviours of others.  Empathy is not sympathy.  

 



 
 

Sympathy, on the left, is just too much, but empathy always gets it right. Clarity. It's                
what you see, it's when what you think, feel, say and do are in a straight line. I                  
guarantee you get a good night's sleep if you do this. If everything is in a straight                 
line you never need to worry.  

 

 
 

Clarity is not just about being consistent. It's not about being linear or bulldozing              
your way through situations. It is about moving through situations, orientating,           
changing, as a bird flies through a building.  So be a bird, don't be a bulldozer.  

 

 
 
Creativity is about using skills and resources to bring about the solutions that are              
novel, useful and relevant. We saw that design, at the heart of creativity, is really the                



act of creating together. And creativity isn't just about looking good, as you see on               
the left of the screen. It's also about doing good. On the left is an image of a                  
peacock. On the right is a drawing of a chicken. She's strapped two rockets to her                
back.  She's taking first aid somewhere.  This is creativity.  
Creativity takes a level of courage. It takes the courage to start and to begin, no                
matter how small you feel. This is an intensely personal picture for me. When I was                
flying into Singapore, I saw this little boat and it was making the most beautiful               
ripples amongst the big, ungainly tankers. It just struck me that even small boats              
make big ripples. But you have to launch your boat. You have to be brave enough                
to get in the water.  

 

      
 

When I was 14, I was angsting about what will be my impact in the world, what will I                   
do? I didn't feel like I had any talent or voice. I took these questions to the person                  
you do at that age – my mother. She gave me this poem: This poem has been my                  
leadership manual and inspiration throughout my life, because it's not leadership that            
is loudness. It's leadership from the point at which you start. The poem is by India's                
poet Laureate Tagore. It said this: “Who will take up my work asked the setting sun,                
and throughout the land no one answered. Alone in the corner, dusty and forgotten,              
the earthenware lamp said “I will my Lord as best I can.” 
So, you do not need to be the sun or moon to be a leader. A simple lamp provides                   
all the light needed when dark. So be a lamp and your inner light will grow to have                  
an outer effect, always. With that I see my time is done. I'd like to bring Christopher                 
into the conversation and welcome you here into the RCA talk. Please can we hear               
your perspectives. 

 
CHRISTOPHER: Thank you Rama and my friends at the RCA for inviting me to              
participate. Thank you to the attendees for humouring us as you pick up a              
conversation that started in Israel last year. And something we haven't stopped            
talking about. I never thought I'd be a leader. But I've spent many years waiting on                
tables and collaborating with dozens of people on stage as a failed singer, and for               
pushing for what I thought was right. I think it's that lived experience that has taught                
me what it takes to be a leader. In fact, I don't think of myself as a leader. I really                    
don't. I think of myself working on something I believe in passionately and bringing              
people together who believe in the same thing and having us find our path together.  



For me, that's the sense of leadership. But given my experience, I've learned a lot               
about what leadership is not. I hope to live that every day by doing the negative                
proof. By acting in conjunction with what I believe is right and with respect with               
people. For the sake of this conversation, to me, leadership is about taking a great               
idea, perhaps through Rama's Creative Leadership process, and turning it into           
reality. All too often I've seen great ideas not go anywhere. For me it's that leader                
that can operationalise the creative process. What it takes, it takes courage and             
balance to make the alchemy of turning an idea into reality. 
About me, I spent 25 years working at technology. I've worked at innovative             
companies like Apple, Sony, Ericsson, Disney and Google. My passion is driving            
innovation with accessibility with technology. In particular I've focussed on AR and            
VR and how it intersects with people with disabilities and how we can use new               
technologies to empower people's lives today I'm the head of accessibility           
programmes and digital inclusion at Google. I'm the chair for the W3C at the              
worldwide web coalition. I'm on the board of trustees for the board of the foundation               
for the blind. I take concepts from ideas to reality. Where I'm best is at the early                 
stages where ideas are flowing. We need to bring some clarity into the process, so               
ideas can coalesce and condense into reality. To me the concept of creative             
leadership, clarity, empathy and creativity, when put together in a diagram, it looks             
like a flower.  

 

 
 

Creative Leadership is a balance, bringing in the needs of others into the process.              
Inclusion addresses the needs of the broadest community and is easy to understand.             
To me that solution is like a lotus flower. The lotus remains fixed in one place. The                 
summer takes action and sets it free. That action takes courage and that's what I               
wanted to briefly discuss. It takes courage to recognise that your idea has merit. OK               
maybe this part isn't hard for some people. But it takes courage to understand that               
you have something that has value. The act of cutting the flower and letting it float                
downstream is the start, not the end of the process. To be successful, you need to                
tend it, make sure it doesn't get caught behind other plants, behind a stick or doesn't                
go under water from the rapids. At some point, you pull it out or it gets a life of its                    
own. To me this represents what's needed for the creation of a project which is what                
I really have most of my experience.  

 



 
 

Using the language of technology, it takes courage to cut the flower, knowing your              
product is good enough as the minimum viable product, make sure this is something              
people actually want. Then you want to continue the development. You listen to the              
community of users, so it can evolve. So, you've launched your product, but you              
have to listen to the users. They may use it in ways you don't understand. You                
continue to develop with feedback. At the end of the stream, you recognise when it's               
done or it's evolved into something new. You end the life of your product because               
it's lived its life or you evolve into version 2.0. You need to balance many important                
priorities.  

 

 
 

One of the easiest things to ignore is yourself. You are one of the most important                
resources. There are many books and apps centred around mindfulness, which is a             
good thing. A leader must never forget if they are out of balance, it impacts the                
culture, the product, as well as themselves. As a leader, you need to remember that               
you are one of the largest influencers on your team culture. Bringing this down to a                
product perspective, don't burn yourself out on the launch. Watch for those who do.              
This is the beginning, not the end. I know from personal experience, that it is too                
easy to get caught up in the magic and drive to build an amazing product. But you                 
have to do it and take yourself into consideration.  
Don't be surprised when users don't do what you expect. Be excited that they're              
using your product in new ways. Listen to their feedback. Incorporate their ideas,             
because a leader will recognise a good idea and have the courage to listen. Even if                
it's not your idea doesn't make it a bad one, often it's a better one. This is the most                   
important, don't get tempted by the shiny thing, the next thing, stay focussed. Do              
this thing well and move on when it's time.  

 



 
 

At this time, Black Lives Matter is an important thing happening in the US and across                
the world. Personally, I've been wearing a bracelet since 2016 to show my support.              
Black Lives Matter started in 2013 after an acquittal of Treyvon Martin. This             
movement needed to happen. It has become larger each time another murder            
occurred. Voices around the globe are now calling in Unison for systemic change.             
And the people who are protesting in the streets, are protesting during a global              
pandemic yet they persist. Why? Because the cause is just. And the            
consequences are dire. Now more than ever, it takes courage to go into the streets.               
Now more than ever, it takes balance and outrage, it takes a balance of outrage and                
advocacy, with an eye to the long game so one can keep on and keep on and keep                  
on.  

 

 
 

Now more than ever it takes action to stand up for the changes that need to be made                  
in our society. So, we're living in a moment in history, where change feels palpable,               
where there's a cautious optimism that this time, it's different. Now more than ever              
we need to show courage and to take action. This is true in our life, our work and in                   
society.  Thank you. 

 
RAMA: Thank you, Christopher. We're treating this more as a conversation where            
we can actually ask each other questions, rather than an interviewee-interviewer set            
up. But as I seem to have the mic, the invisible mic, I wanted to start off by asking                   



you a question. It is around failures. I'd love to do a talk one day about all the                  
failures that I've personally experienced and instigated. You talked about the failures,            
you know, a failed career as a musician. You know, learning from waiting tables. I               
wonder, how did that inform your growth as a human being? Your learning as a               
leader? 
 
CHRISTOPHER: I joke with people at Google, when they ask me how did I get to                
Google? I say I waited on tables. They look at me with the funniest face, like what                 
does that have to do with Google? I say it really has to do with learning to read                  
people, learning to understand people, learning to communicate with them. And           
thinking of a lab situation, a shift in a restaurant is 20 to 30 tables. I had 20 to 30                    
experiments in terms of learning how to judge someone. What do they want? How              
do I read between the lines? How do I read what they mean, not what they say?                 
They give me money if I do it right. It was rewarding. Over the years, I developed                 
the ability to communicate to be able to bring people together, to listen to what they                
want as opposed to what they say. A leader needs to learn how to listen and                
communicate. Every time I screwed up, I didn't get a tip. That taught me a lot about                 
failure. 
 
RAMA: There's great wisdom here. Because the walkways of life, I feel, are where              
the real lessons are … that I learned about leadership. Again, waiting tables, also              
working in a photo shop, working on a building site. You make a mistake there, you                
don't have a clarity of instruction and empathy with what's going on around you, you               
could lose a finger! When people ask me, where did I most learn about leadership               
and have an expertise in leadership? I say number one, please don't call me an               
expert or a leader. I'm on a journey. If you call me an expert, I feel my career might                   
be over! But the place I really learned about it was Indian classical music. If you can                 
understand that, and communicate it, you can communicate anything.  
I know you're a musician as well Christopher, and we share that. You know, you               
sent a wonderful recording last night that helped me waft into ‘sleep-land’. One thing              
with Indian classical music is that about 80% is improvised. If you're not listening, if               
you're not interacting, if you don't learn the lessons of unity of community, that you're               
not the bauble on the podium, you're not the person preaching to the others. You're               
actually within. If you're not part of those molecules that are there within the system,               
you're not effective.  It doesn't work. 

 
CHRISTOPHER: With Indian classical music, there's no harmony. Everyone has to           
be single pointed and focussed and understand what needs to be done and what's              
next. There's an interesting thing about Indian classical music, because it's not            
harmonic, everyone generally has the same instructions. Everyone moves forward          
together. In Western classical music you have harmony, it's a different way of             
working together. Someone at the front, a conductor, keeps everyone together.           
There are different kinds of leadership in music. One is more internally driven. The              
other is externally pulled. 
 
RAMA: There is a beautiful metaphor that I want to bring into this for leadership. We                
did a concert with the London Philharmonic, when we were doing Indian classical             
music. We had a band that was 60 people, and the youngest person was eight. The                



oldest person was 78. Mixture of men and women, a lot of ages and cultures. The                
Philharmonic relied on a conductor. For this, what we had everyone do, I walked to               
the front and I said “one, two, three, four” ... and then 60 people started. For me, it                  
was, I think that's where I cut my teeth on leadership. Learned about leadership.              
So, another question for you and then you know, I'm happy to take questions from               
yourself. When we look at leadership, we often see two broad categories, you know,              
a division of two broad categories: The personal and organisational. If you want to              
improve yourself personally, eat more fruit. Have a carrot, go running, do yoga. If              
you want to improve organisationally, go to Deloitte or IDEO or any great             
consultancies that's out there. Often the advice doesn't mix or match or meet. Why              
is that? Why do you think that is? Why do we expect organisational change without               
expecting personal growth? 
 
CHRISTOPHER: Well, you have different things that you're being rewarded for. In            
organisations they're rewarded for ROI. They're rewarded for consistency. They're          
rewarded for innovation. Yet real innovation is kind of scary. It takes courage to              
cause that kind of change. It's the same courage, in terms of personal change.              
Have you realised that you're not OK? Or you can be better. Without that              
self‑awareness, you can't change yourself. Without organisational self‑awareness,        
you can't change your organisation. One will lead to the other. I don't think              
someone who doesn't have a personal awareness will have a situational awareness            
for an organisation to understand what needs to change. No offence to the Deloittes              
and McKinsey. They come in, ask questions, leave a report, take some money and              
leave. They have nothing at stake. The most powerful organisational change comes            
from within, by the people who care, by the people who really understand how things               
need to happen. 
 
RAMA: I see something here. Unless anything changes, you don't get paid. Imagine             
… that would put a personal stake in it!  Is there anything you wanted to ask me? 
 
CHRISTOPHER: Yeah, thinking of your experience, I didn't know about the           
sandwich shop and the photo shop. Watching your progression as you become, I             
don't want to say older, as you become you, how do you as a person of colour, work                  
with people who are not like you? And how can you be empathetic of someone who                
is not like you? 
 
RAMA: I think empathy is not necessarily the end goal. But understanding is.             
Because to truly empathise, to step in someone else's skin or to truly step into               
someone else's experience is pretty near impossible. The powerful tool we've been            
given as human beings is empathy. It can get us close. It is that bridge. It is that                  
road. But it leads us to a much greater understanding. When you look at some of                
the videos of events that have been happening in 2020, you can have a huge               
empathy, which can lead to frustration, dissatisfaction and anger, even. I think            
empathy can trigger a range of emotions, some of which can be useful for getting               
started. Anger is a flash. You need some tinder. I don't mean Tinder! But you need                
tinder to get started. Anger is not sustainable. I think empathy is the underlying              
thing that can take you through anger into reflection, into action, into courage. And it               
really is that thing that will keep your courage going, even when it waivers, because               



you cannot unsee the videos that you see. You cannot unsee or unfeel the              
imbalance that you feel.  
Empathy for me is about bringing the world into balance. One issue with leadership              
is that we try to treat imbalance with more imbalance. Actually, we need to bring the                
world into balance. So, we have a couple of things that we want to do on this talk.                  
One is to bring in some voices from other people. We've got nine voices. We're               
going to have them in groups of three. We have the first three representing voices               
from around the world. We start in London with two statements. The first is from a                
spiritual coach and a classical dancer. Then we move to Harris, a cultural curator              
and finally, we hear from Eleanora, a service designer from Bulgaria. 
 
<Videos playing with the following three statements> 
>> For me, a leader is the ability to move the situation that you are in into a state of                    
greater harmony. We need leaders who have sufficient space and quiet within            
themselves so that they know when to speak and when to be silent, when to act and                 
when to be still. (Vena Ramphal, Classical Indian Dancer and Spiritual Coach to             
Thought Leaders, London, UK) 
>> Hi, our values, our purpose, and our vulnerabilities need to be in sync, in order to                 
be able to embrace and express intentional leadership qualities with each other.            
(Harris Elliot, Cultural Curator, Harris Elliot Studio, London, UK) 
>> My question to you, you realise that are you not a natural born leader, but you've                 
been recently promoted to a leadership position, what do you do next? (Eleanora             
Carnasa, Service Designer and Founder of Fabrica 360, Sofia, Bulgaria) 
 
(Laughter) 
 CHRISTOPHER: Cry! 
 
RAMA: What's your response? 
 
CHRISTOPHER: Congratulations on the promotion. I hope you will be successful.           
For me, it leans back to what I was doing when I waited on tables. It's learning to                  
listen. I've talked with you a lot, the communication. Learning how to communicate.             
You need to listen to your leaders. You need to listen to your peers. Listen to your                 
staff. So, you have a good sense of what's going on. Then you need to learn to                 
speak. Take this information that you've gotten and create something that is sincere             
and honest and true to your heart then have the courage to speak to your leaders in                 
their language. Because you can talk all day, if you're not speaking in their              
language, using things that motivate them, whether out of fear or out of benevolence,              
it's hard to get people to make change. Entropy is so big. The way I do this is I try to                     
tell stories. Show examples of things going well or things going poorly. This helps              
crystallise things in their head. It comes back to listen to what people have to say.                
Trust your own voice and use that voice to speak to leaders in a language that is                 
resonant with them.  How about you, what do you think? 
 
RAMA: This was a powerful thing that I remember you saying to me. Know your               
leaders. And don't try to talk to them in the same way. Understand what motivates,               
how they listen and it was a very powerful thing in my own leadership journey. I                
think listening to Vena and Harris talk about the power of quiet and vulnerability.              



These are things that I didn't hear within traditional leadership literature. The thing             
that turned my life around was when I was sent to some black and Asian minority                
ethnic training, we asked the two Nigerian ladies running the course to just teach us               
about leadership. They reframed it over lunch. Some of the things they started             
talking about was the power of humility. And it dates back to 2001, a Harvard               
Business Review study, which talked about humility. This thing saved my life. I             
actually wouldn't have applied for any or many leadership positions, if I didn't realise              
that of all people, Harvard Business Review actually talked about humility in 2001. It              
was the difference between good and excellent leadership. The shift from the            
empathic understanding through to the creative solutions that have a clarity to them.             
So, I just wondered, you know, we've talked so much about these terms that don't               
exist. First of all, why don't they? Have you heard them? And why don't they exist,                
you know, why aren't they written loud and proud on the walls of leadership training? 
 
CHRISTOPHER: If you look at our political culture, both sides of the pond, being              
humble isn't going to get you where you need to go. It's easy to be loud and                 
bombastic and get attention in the short‑term. It's harder to lead in the long‑term              
unless you have humility. Without humility you can't be empathetic. It's not all about              
you, it's not because of your inherent greatness. What usually happens is that the              
loudest person in the room speaks the most . That makes it hard because it SEEMS                
that people value being boisterous and blustery as opposed to being thoughtful and             
quiet. Personally, I find the people who say the least actually say the most. And               
that's not politics these days. 
 
RAMA: There's a great book that came across my bookshelf. I'm going to horribly              
misquote the title, it's something like the power of quiet in a world that won't shut up.                 
Are we seeing, do you think we're seeing empathy alongside humility, vulnerability            
trickling in? When we look at the response to the pandemic, for instance, there's              
articles that are out there, that look at the different responses from world leaders –               
empathy plays a real role. You kind of feel that the rise of the empathic leader is                 
unstoppable.  Is that something you feel as well? 
 
CHRISTOPHER: Not as much as I want to see. I think we have a pendulum. We're                
past the point of – I don't want to call any specific leader – we're past the point where                   
being loud and aggressive is going to be effective. When you don't listen to other               
people, you're not able to actually see the problem. If you talk and talk and talk, if                 
you have a 24‑hour news cycle, you're constantly being fed the same information             
and there's no ability for discourse. We've created a culture where people don't even              
agree on the same facts. So, it's really difficult to be empathetic when you don't               
even understand their language any more.  
It comes back to the ability to communicate. I'm hoping that, because of the              
pandemic and because of the situation with systemic racism here in the US and              
other places, we are having this moment of reflection, where you realize, "Oh, crap,              
this is big. It's bad and I can do something about it. And as I said earlier, I've been                   
involved with the Black Lives Matter since 2016. But it feels different this time. I               
think it's because people with privilege, like old white guys like me, realise that we               
actually have something to do. Enough people believe in it, they have the empathy              



and realise they have the opportunity to do something about it. Now they're moving              
forward.  Now these things are actually starting to happen. 

 
RAMA: I think it is a real pathway of empathy that one difference I see is that if one                   
human being is hurt, the rest of us feel it. And it's not just someone else's issue. It's                  
everyone's issue. You know, if someone cries out, there needs to be an outcry. If               
someone on a video goes from life to less life, to lifeless, that is a situation for all of                   
us. Empathy does play a role. Our first trio of comments and questions seemed to               
loosely deal with empathy. Our next group of voices from around the world deal with               
education, the ethical and empirical. It's very much talking to clarity in the creative              
leadership trio. We have three voices here. There's an educator from the new art              
school in Spain. We have a US designer from Singapore, who works with the media               
corps.  We have a senior manager at Deloitte in Denmark. 
 
<Videos playing with the following three statements> 
>> Hello Rama, hello Chris. I'd like to ask you, how can we better educate the next                 
generation of creative leaders?  Thank you. (Lefteris Heretakis, The New Art School 
Valencia, Spain) 
>> How to have a dialogue about what is ethical, what is comfortable when making               
decisions that impact people? (Parul Shukla, User Experience Designer, Mediacorp,          
Singapore) 
>> Hi Christopher and Rama, I'm head of a consultancy department at Deloitte. The              
principles of creative leadership are appealing. I'm curious to know more about            
where the inspiration comes from, the methodology. And can you please explain a             
bit more about the empirical studies and research that underlies this methodology.            
(Jathavan Shanmugam, Senior Manager, Deloitte, Aarhus, Denmark) 
 
RAMA: Just to paraphrase to make sure that everyone's internet connection was            
being inclusive. There was a question about the next generation of creative leaders.             
Then talking about what role, what balance is there between ethics and profit. Very              
much a Deloitte question, asking about the empirical side of Creative Leadership            
and what underpins it. Christopher do you want the luxury of going first in your               
responses? 
 
CHRISTOPHER: I think I'll let you take the last one! Actually, why don't you go first.                
I went first last time. 
 
RAMA: I will take the last question first. One of the things we see in academic                
research, one of the balances we see at the Royal College of Art and beyond is a                 
balance between qualitative and quantitative, between deep data and big data.           
Deep data looks at the individual. Big data farms a lot of numbers. Big data is like                 
going through life knowing the names of a thousand people. Like a phone book.              
Deep data is actually knowing the details of the lives of ten people – actually having                
ten close friends. Not just a phone book but company. So, we balance the two. In                
Creative Leadership, we have two main tracks that we run on. One is design. The               
other is neuroscience.  We have a great neuroscientist.  Dr Melanie Flory.  
 



We've been working together over the last few years to underpin some of these              
hypotheses. Can you measure empathy, clarity and creativity? The answer is yes.            
Can you upskill people? The answer is yes. We do run courses on this. That's not                
a pitch, it's just a statement. I think when we look at the issue of education, I'm going                  
to leave ethics and profit to you Christopher. But when we look at education, it's               
incredibly important, because empathy, clarity and creativity don't have a sell‑by           
date on them. It starts from when you're born, even before you're born. Empathy,              
clarity and creativity are human values. So, Lefteris, I think these values are things              
that are experienced. They're not to be learned. They are not simply to be taught.               
They carry with them the seal of experience. Because they are very human, they're              
not the premise of one particular group. Creativity doesn't belong to designers. It             
belongs to everyone.  It's a human attribute. 
 
CHRISTOPHER: Let me talk about education. You and I represent what it means to              
be creatively educated. It's not the MBA programs. It's actually learning from            
people, so my recommendation is get out, but get your MBA if you need it. But the                 
people who get an MBA are coming at this from a business perspective not a               
leadership perspective. I think there's a difference between the two. After you get             
your MBA volunteer in Africa, in Asia. See what the world is like. It's beautiful, it's                
dirty. It's not what you see in London or San Francisco. Well, maybe what I see                
these days in San Francisco! But that's a different problem. Why this is important is               
because the world becomes smaller through technology. 
Here we are having a conversation, I wish we were back in Israel, where we would                
have a beer. It's early for me to have a beer! But the smaller the world becomes                 
through technology, the farther apart it becomes, because the tribalisation. Through           
technology,you're confronted by people who are not like you. And often people's first             
reaction is not wonder, it's fear. That's one of the reasons why we're seeing some of                
the unrest around the world. Because we now see people who are not like us in our                 
living rooms. On our TV screens. On our laptop screens. People react in a              
tribalistic fashion. We need to burst through the bubbles, break through the travel             
barriers that don't need to exist. You don't get that from an MBA. When it comes to                 
being a leader, I worked at Apple, and I have stories I could tell, but to me,                 
constructive and sincere honesty is really important when it comes to working with             
your people. And you don't get this in an MBA programme. You get numbers and               
spreadsheets and stuff like that. What you want to be able to do is have a                
conversation, tell them the truth, but do it sincerely. Do it as a gift instead of – you're                  
doing a crappy job, - to do better. No, that doesn't help anyone. It makes them                
defensive. If you bring them into the conversation, then you have a chance to make               
it better. 

 
RAMA: Great. I think there's so much there. I think it is ‘beer o'clock’ in Israel!                
They're ahead of us.  
(Laughter) 
We should move on to the third round of questions. And these really look at               
inclusivity. We have a president of a European network for Inclusive Design. And             
she runs her own Inclusive Design consultancy in Norway. Then Juan Diego who is              
an educator in Colombia. Sonali is a UX designer, conversational designer working            
in Mumbai. 



 
<Videos playing with the following three statements> 
>> Hello Rama and Christopher. It was great to see you in Detroit last November.               
Here is my question for you: The Helen Hamlyn Centre for Design is about Inclusive               
Design. Christopher, you are Head of Accessibility at Google. So how does this link              
with Creative Leadership? And how can it be applied to drive innovation in             
business and public sector? (Onny Eikhaug, President, EIDD Design for All Europe            
and Founder, Innovation for All, Oslo, Norway) 
>> Hi Rama, how are you? I was wondering how you deal with virtual relationships               
when you are working in a design project and you want to do the process. Thanks                
again. Bye. (Juan Diego Moreno Arango Teacher, Instituto Tecnológico         
Metropolitano, Medellín, Colombia) 
>> My name is Sonali. I'm from Mumbai, India. How can a lack of good listening                
lead to exclusion and what we can do to overcome it, thank you. (Sonali Joshi,               
Conversational Designer, Tata Consultancy Services, Mumbai, India) 
 
RAMA: Thank you. And just to summarise again. There was a question about how              
Inclusive Design, how design for the widest number of the people underpins Creative             
Leadership. Juan Diego asked about the power of empathy. Sonali brought it back             
to listening, what do you lose out when you don't listen? Christopher, is there any               
one of those or all of them that you want to make a few comments before we take                  
questions from the people online? 
 
CHRISTOPHER: I have similar thoughts come to mind for the first two questions.             
For me, the core of inclusion is understanding that the world is not like you. You are                 
not your users necessarily. And though that may scare some people, it's an exciting              
puzzle to solve. For example, I'll put on my accessibility hat. Right now there are               
466 million deaf people in the world. The expectation is that there will be 900 million                
by 2050. So from a business and innovation opportunity, that's huge. That's almost             
a billion people in the next 30 years that need a technological solution. At Google,               
we are learning into strengths that we have. We're leaning on our ability for speech               
to text and text to speech.  
We've created Live Transcribe – not a pitch on my side either – but it's an application                 
that uses Google technology to help people who are deaf or hard of hearing to               
understand what other people are saying. And we did this by working with people              
who are deaf or hard of hearing. So understanding their needs. Their uses. Then              
use our technology to build a product that is helping tens of millions of people right                
now. And given the time of Covid, it's become even more important. Because you              
have situations where people are on respirators, people are behind windows and            
they are being isolated. This technology is being used by people, who aren't deaf or               
hard of hearing, just to communicate with other people because they have no other              
way of doing it. For me, it's the inclusion that provides the clarity for what the                
opportunity is for that innovation. Wow, there's a bunch of buzz words in one              
sentence, but I believe it to be true. 
(Laughter) 
  
 



RAMA: I absolutely salute that. Because Inclusive Design started with people           
excluded by age or ability. That is most of us, all of us. The one thing I can                  
guarantee we're doing right now is ageing. So numerical age means very little.             
Actually, ability means very little, because the wheelchair sign is a very powerful             
symbol for disability. When you look at hidden disabilities, autism, dementia, stress            
is a disability, it can be a disabling condition, I should say, neurodiversity, that is all                
of us. We switch in and out of that throughout the day. So, understanding diversity               
and complexity of experience I think, it's incredibly important as a leader. Just to              
pick up on listening, Vena started our series of nine comments and perspectives             
talking about listening. Sonali ended with a question. I think what you lose if you               
don't listen is everything.  Listening is the key.  It unlocks everything. 
 
CHRISTOPHER: What was that?  I'm sorry! 
(Laughter) 
  
RAMA: That's definitely beer o'clock! In the final ten minutes, we have some             
questions. I'm just going to pull up. I'll take a couple at a time. We have one here –                   
“should we be encouraging leadership? Should we not be encouraging better           
comradeship and less hierarchical activity?” We have a couple of questions, a            
cluster of questions around the difference between leaders and managers. And           
what's the difference?  
Whilst you're having a think, just to talk about leadership. Leadership is an             
interesting word for me. When I heard it first, it brought together, brought an idea               
into me of something that I wasn't. That's been with me for about 20 years. For me,                 
leadership really starts within. When I think of all the things that are happening in               
this world, I don't think of myself as a leader. I'm a designer, I'm a human being,                 
sometimes I'm a son, sometimes a brother. Most of all, I think my reaction is that of                 
a yogi. I practice a lot of yoga. Yoga is about bringing the world into balance. I                 
would say leadership is a term that's horribly misused. You're right, comradeship            
and less hierarchical activity is what I think new leadership needs. It's exactly this              
kind of statement that we need to reframe and open source leadership. Why do I               
say yogi? Yoga talks about four things: It talks about: having knowledge, having             
devotion, it talks about action, it talks about energy. I see those four things as               
being the qualities that underpin a leader. 

 
CHRISTOPHER: Just this morning, my wife and I were meditating. There's a great             
virtual meditation that happens at 7am. After the meditation there's a 15-minute            
Dharma talk. Today part of the talk was about ethics. The Buddha said a Brahman               
was not born one. You are a Brahman based on your action. A farmer is a farmer                 
because they farm. A teacher is a teacher because they teach. For me the              
interesting idea here is a manager is one who manages, so a leader is one who                
leads. You can be given the title as manager and the responsibility, but that doesn't               
make you a leader. You're only a leader if someone actually follows you of their own                
volition.  
This happened to me once. It was one of the most touching things that happened to                
me in my professional career. When I joined this team, Arthur, a team‑mate said              
where are you going, I want to follow you. I said why? He says, I believe you. It                  
was the first time I felt like a leader because someone chose to follow me as                



opposed to being assigned to be managed by me. The leader is one who leads. It's                
not something that you inherit.  It's something that you're given. 

 
RAMA: Yes, management and leadership are two different things. When I look at             
jobs for leaders, they are mostly written for managers. Even CEO positions, even             
when you look at the kind of profiles of people who lead a country, and you know,                 
managing is definitely necessary, on the road to being a leader. But it doesn't bring               
in the visionary capabilities of democratised feelings. It doesn't bring in inspiration,            
listening or the humility, empathy that we talk about. That would be my one              
sentence, kind of, comment.  
Just to take a couple more questions. Someone who is remaining anonymous,            
probably for good reason says, "How do you account for our current crop of appalling               
leaders and people's continued support of them. I find it really puzzling." Another             
question here from Lucy, who says, "How do you manage people's expectations            
when engaging them directly in the creation process? When perhaps there isn't            
necessarily an understanding of operational or resource capacity or limitations?" One           
is about the current crop of leaders and the other is about managing expectations. 

 
CHRISTOPHER: In terms of leadership, for me, I mentioned it a little while ago, it               
has everything to do with a perspective of what a leader should be. If you follow                
someone who is loud and aggressive, there is likely fear in the mix. Here in the US,                 
tribalism has gotten extremely deep and extremely toxic. That's not leadership. That            
is just being ‑ I don't want to say what I'm thinking ‑ I could get in trouble for it.                    
(inaudible). 
 
RAMA: So Christopher, we've lost a little bit of audio. 
 
CHRISTOPHER: Can you hear me now? 
 
RAMA: It just got to the very interesting thing about the tribal. I don't know if you                 
wanted to ... we still can't hear you. 
  
CHRISTOPHER: Can you hear me now? 
 
RAMA: We have loads of empathy with you. I think we just heard you again. So, can                 
you say something?  
 
CHRISTOPHER: Can you hear me now? 
 
RAMA: We can hear you. 
 
CHRISTOPHER: Technology fail! For me, what we have now is not leadership, we             
have tribalism. We have managers and poor ones. A leader brings people together             
towards a common goal. That's why you lead to some place. You don't just tell               
people what to do and expect them to do it. They're not going to follow you. They                 
can fear you and they'll do it because they have a fear of reprisal, a fear of                 
punishment.  But that's not being a leader.  That's being a dictator. 
 



RAMA: Yeas, yes. I think for me, a very simple answer is leadership is about a unity                 
of will. One of our participants today wrote a beautiful message on LinkedIn. He's              
from India, he said. “When I look at the wave, I ask which one of those atoms is a                   
leader. My answer is none is the leader. They are all the wave together and               
together a wave can carve stone, can carve a mountain. Can reshape landscape.”             
That is a beautiful representation of unity of will. I think we have a couple more                
minutes just to answer a few more questions. One is a favourite one, it's from               
Rosalind, who asks about clarity in a crowded and noisy marketplace. How can we              
educate and promote clarity? 
 
CHRISTOPHER: Want to take this one first?  I got the last one. 
 
RAMA: OK, so I think we're probably down to a few sentences. Clarity for me is the                 
most unexpected aspect of Creative Leadership. Often that's what we're looking           
for. We may say that we are looking for a rise. We're looking for praise. We're                
looking for a whole host of things. But often what needs to be given is clarity. Even                 
in an unpleasant situation, clarity is a powerful tool. If we can learn to speak clarity                
honestly, with a sense of empathy, then carries that sense of authenticity. That             
carries it through a crowded, noisy marketplace. So final question for yourself,            
Christopher. This is from Gill: “Leaders must be passionate. So how and where to              
find the passion?  How can we keep the flame burning?”  What a question for 2020! 
 
CHRISTOPHER: There are plenty of opportunities. For me, balance. You have your            
yoga and me studying Buddhism. Balance is the key. If you burn yourself out,              
you're done. You have nothing left to fight with. You need to have a passion for                
something that's worth fighting for. Or worth developing for. You need to have the              
balance of self, an awareness of self, to make sure you don't burn out, and put                
yourself in a situation where you do yourself or other people harm. You need to               
have the wherewithal to understand the next step. You can fight and fight, but if you                
don't do it thoughtfully, you can't make change. You can tell what I'm thinking about               
these days, when I'm talking about fighting.  It's not a product.  It's people. 
 
RAMA: Yeah, I think we must draw at least the conversation to an end. I don't know                 
if there's a final sentence that you want to say to the assembled group Christopher?               
That was a pretty beautiful point. 
 
CHRISTOPHER: Just thank you. This has been really fun. We need to keep this up               
in real life, dude. 
 
RAMA: I think you know, the one final thing here: Was there a turning point that                
made you truly believe you are a leader or expert in your area? I think it would be                  
true to say for Christopher and myself, neither of us believe we are either of those                
things. Because every day is that opportunity to learn, to be contradicted, to grow. If               
there is a wish for Creative Leadership, it is that it is a platform for others. It is a                   
truly open-source place for truly conscious growth towards authenticity. We don't           
know everything. We've suggested a model of creativity, clarity and empathy. If the             
world needs it, and we do it, and there is a space for it to grow into, we would love to                     
have this conversation with many, and any of you. We would love to grow in that                



open-source space. To that end, we will be asking you all if you want to keep                
connected, we have some exciting things planned. They are truly open-source and            
open-growth - we hope! Around this conversation of leadership. We have learned            
as much from you as you, we hope we've shared something of value with you.  
 
Really want to bless your efforts, to ask that love and light be your constant               
companions. And that your inner consciousness shines greatly into outer effect. We            
will be sharing an e‑mail with all of you, I think we may be sharing it on the chat                   
function as we speak. That will allow you all to e‑mail us if you want to keep this                  
conversation going and engage with us deeply. Thank you all so much for your              
engagement.  Love and light to you all. 

 
JO: Thank you Rama. Thank you to everyone who joined us for today's talk, Rama               
and Chris, thank you both for sharing your insights and expertise. If you have              
additional questions or would like to connect directly with us and the speakers, you              
can reach out directly using the contact information on the slide and you can reach               
out via social media on Twitter and Instagram. And make sure to check out our event                
web page for upcoming In Session talks and how to register for free. Thank you for                
your time and goodbye everybody. 


