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Dedication 

 

 

To Lord Sri Krishna, the Almighty, my eternal guide and 

strength. Like the flute that sings only through His touch, 

this book flows through His divine will. May it serve as an 

offering at His Feet and illuminate minds with wisdom and 

purpose. 

                     Jai Shri Krishna!                      



The Mirror Within:  Unveiling Hidden Perceptions through Image Audit 

7 

 

Foreword From Dr. APJ Abdul Kalam For The   

PreSense100 

 

 



The Mirror Within:  Unveiling Hidden Perceptions through Image Audit 

8 

 

Author’s Profile 

K. Srinivasan, popularly known as 

Prime Point Srinivasan, after 

serving the banking industry for 

more than 25 years, took voluntary 

retirement in 1998 to start his own 

public relations and communication 

consultancy.  

He also founded Prime Point Foundation in 1999 for 

promoting communication awareness. On the suggestion of 

Dr Abdul Kalam, he started an eMagazine PreSense in 

2006 for positive journalism and also Sansad Ratna Awards 

in 2010 to honour the outstanding Parliamentarians.  

He founded other flagship initiatives like Digital Journalists 

Association of India (DiJAI) and Next Gen Political Leaders 

(NGPL).  

He is considered as one of the communication and 

perception management experts. He introduced the 

concept of Image Audit to study the hidden perception of 

stakeholders. He has authored several books and received 

several awards for his digital journalism. 

Srinivasan can be reached at prpoint@gmail.com  

Please also visit his site www.imageaudit.com.  

mailto:prpoint@gmail.com
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Prime Point Foundation: 25 Years of Empowering 

India's Youth 

Since 1999, Prime Point 

Foundation has been helping 

young Indians become better 

leaders and communicators. Founded by Shri K Srinivasan, 

a former banker turned digital journalist, this non-profit 

organisation has grown into one of India's most respected 

youth development platforms. 

What We Do 

The Foundation runs five key programmes that make a real 

difference:  

eMagazine PreSense - Started in 2006 following Dr APJ 

Abdul Kalam's suggestion, this digital magazine promotes 

positive journalism. With 229 editions published till March  

2026 and recognition from the India Book of Records, it 

includes the popular cartoon character Prince, which Dr 

Kalam himself launched in 2008.  

Sansad Ratna Awards - Since 2010, these prestigious 

awards honour India's best-performing MPs and 

Parliamentary Committees. Dr Kalam inaugurated the first 

ceremony, and over 15 years, 143 Awards have been 

presented. The India Book of Records acknowledges this 

as the largest parliamentary award programme run by civil 

society. 
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Next Gen Political Leaders - This programme trains young 

people who want to enter politics, connecting them with 

experienced Ministers and MPs through workshops and 

mentoring sessions. 

Education Loan Task Force - Helping students and 

families understand education loans since 2010. The team 

has answered over 30,000 questions and helped resolve 

5,000 serious complaints with banks. 

Digital Journalists Association of India - Training 

journalists to adapt to the digital age, including AI through 

workshops and seminars with industry experts. 

All programmes are run by passionate volunteers and focus 

entirely on helping young people succeed. Prime Point 

Foundation proves that dedicated efforts can create lasting 

changes in Indian democracy and society. 

*** 
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Author’s Note  

 

Writing this book has been a journey into the deepest 

corridors of the human mind, a journey that began more 

than three decades ago on a late-night train to Bangalore. 

The concept of Image Audit was born from a simple yet 

profound realization: the truth about an organisation or a 

person is rarely found in polished boardrooms or formal 

appraisals; it is whispered in the safety of anonymity. 

My primary goal in penning these pages is to empower 

leaders across the corporate and political spectrum to 

bridge the Reputation Gap—the distance between who we 

think we are and how the world truly perceives us. Whether 

you are a CEO managing thousands of employees or a 

political leader navigating the volatile waves of an election, 

understanding the Five Pillars of Perception and the 

Trinity of Truth is the only way to lead with absolute 

integrity. 

This book would not have been possible without the 

inspiration and persistence of several individuals. I must 

first thank Group Captain R. Vijayakumar, Executive 

Director of the Madras Management Association (MMA). It 

was his vision and encouragement that inspired me to 

transform years of field experience into this book format so 

that corporate leaders could benefit from these insights. 
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I am deeply grateful to Ramesh Sundaram, Joint 

Managing Editor of PreSense, for his meticulous editing 

and proofreading, which ensured the clarity of this narrative. 

My sincere thanks go to Nurullah, Consulting Editor, and 

Priyadharshni Rahul, Editor-in-Chief of PreSense, whose 

constant encouragement provided the momentum needed 

to complete this work. 

A special note of gratitude to Sukruti Narayanan, a 

communication expert from Sydney. Her enthusiasm was a 

driving force; she meticulously reviewed the script at every 

stage, offering invaluable suggestions to ensure the content 

remains deeply relevant to today’s corporate professionals 

and the next generation of leaders. 

In an era increasingly dominated by the digital mirage of 

Artificial Intelligence and manufactured narratives, I hope 

this book serves as a barometer for truth. It is a reminder 

that while technology changes the scale of our 

communication, the human heart and its desire to be 

understood remain unchanged. 

Finally, I bow in gratitude to Lord Sri Krishna for His divine 

support and guidance in bringing this book to fruition. Like 

the flute that only sings when touched by His hand, I am but 

an instrument of His will. 

K. Srinivasan  

(Prime Point Srinivasan) 
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The Master Perception Check-up: Every 

organisation must look beyond its own 

assumptions to understand how it is truly 

perceived by those it serves. 

 

- Prime Point Srinivasan 
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Chapter 1: The Stranger on the 10:30 pm train to 

Bangalore 

(A chance encounter on a late-night tram unveils the 

profound psychological power of anonymity, sparking 

a revolutionary methodology to capture the "brutally 

frank" truth.) 

 

The rhythmic clack-clack of a train on tracks has a way of 

loosening the tongue. In the late 1980s, while I was serving 

as a bank manager in Bangalore, my weekends were often 

defined by these long rail journeys. It was here, amidst the 

swaying carriages and the dim yellow light of the 

compartment, that I first stumbled upon a baffling piece of 

human psychology. 

I would often find myself sitting across from complete 

strangers—people I had never met and would likely never 
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see again. Within a few hours, as the landscape blurred 

outside the window, these individuals would begin to 

unspool their lives. They shared family secrets, personal 

grievances, and hidden shames that were not known even 

to their own spouses or closest relatives. It was a routine 

occurrence that struck me as deeply mysterious: why would 

a person trust a total stranger with the keys to their private 

world? 

This curiosity eventually became the catalyst for a new 

methodology to study the perceptions of stakeholders. I 

realised that if people were this honest when they felt 

"unobserved" or "unaccountable," then our traditional 

corporate feedback loops were fundamentally flawed. We 

were asking for the truth in boardrooms where the "fear of 

the boss" acted as a silencer. To find the true soul of an 

organisation, I had to recreate that "strangers on a train" 

environment within the professional sphere. 

The Three Identities of an Organisation 

One evening, while reflecting on these thoughts at a quiet 

café, I was joined by Aditya, a sharp young entrepreneur 

who had recently taken over his family’s manufacturing firm. 

He looked exhausted, the weight of leadership clearly 

pressing on his shoulders. 

"I don't understand it," Aditya sighed, stirring his coffee. "I 

spend all day walking the floor, asking my team for 

feedback. They all smile, say everything is fine, and then I 
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find out through the grapevine that morale is hitting rock 

bottom. How do I get them to be honest with me?" 

"Aditya," I replied, "you must realise that every organisation 

actually has three identities. There is what you actually are, 

what you think you are, and finally, what others think you 

are. Most leaders are trapped in the second identity—their 

own assumptions—and they are blind to the third. To bridge 

that gap, you need a Master Perception Check-up." 

I told him about a trial I ran at my own nationalised bank 

branch in Bangalore. It was a moderate-level operation, and 

I was eager to see if I could uncover our true strengths and 

weaknesses. I designed a questionnaire that touched upon 

efficiency and customer satisfaction, but I added a vital 

instruction: the customers were not to provide their identity. 

On a busy working day, I personally distributed 150 forms 

to every customer who walked through our doors, 

requesting they drop their responses into a collection box. 

In those days, computers were not available for analysis, so 

I spent five days—day in and day out—manually tabulating 

their viewpoints. I was passionate to see if they would be 

as frank as my fellow travellers on the train. 

The Hidden Truth of the Silent Worker 

"What did you find?" Aditya asked, his interest kindled. 

The results were a revelation. Anonymity had indeed 

granted them the freedom to be incredibly candid. One of 



The Mirror Within:  Unveiling Hidden Perceptions through Image Audit 

18 

 

the most striking findings concerned a particular employee 

who was a "silent worker." He never conversed much with 

customers and rarely wasted his time in the office. 

Personally, I had always assumed he wasn't doing a very 

good job because he didn't fit my image of an "active" 

employee. 

However, when I analysed the response sheets, I received 

a major surprise: he had the highest rating in the entire 

branch. Customers revealed that whenever they 

approached him with a doubt or a query, he would 

immediately and silently dispose of their work without any 

fuss. While I had misinterpreted his silence as a lack of 

engagement, the stakeholders saw it as peak efficiency. 

This discovery allowed me to appreciate his work and 

inform our head office, which motivated him immensely. It 

was the first concrete evidence that management 

perception is often a distorted mirror of stakeholder reality. 

The Knowledge Gap: Unions versus Management 

Aditya leaned back, thoughtful. "So, by stepping back and 

letting them speak without a name, you saw a hero you 

didn't know you had. But does this work for the internal 

culture too?" 

"It does," I replied. I explained how this concept evolved 

further when I joined a competition to write an essay on HR 

aspects in banks, sponsored by a leading Delhi 

organisation. I decided to use this technique to study the 
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mindsets of employees across different banks on certain 

matters. They responded anonymously, providing only their 

age group and gender. 

The analysis revealed a common, startling phenomenon: 

employees across all banks were far more conversant with 

service regulations and trade union rules than they were 

with the actual banking schemes they were meant to 

promote. When I validated these findings with General 

Managers of several banks, they were quick to blame the 

"active" trade unions. 

However, the data told a different story. I had to conclude 

that the trade unions were simply more active in doing their 

duty than the management was in educating their staff on 

the bank's own schemes. Rather than blaming the unions, 

the banks needed to gear up their own communication 

methodologies. This report earned a commendation award 

at Vigyan Bhavan in Delhi, marking the humble beginning 

of a journey into what I would eventually call the Image 

Audit. 

Takeaway 

• The Invisibility of Merit: Silence does not equal 

incompetence; often, your most efficient assets are the ones 

making the least noise. 

• The Power of Anonymity: When you remove the fear of 

identification, you gain access to a "brutally frank" truth that 

is otherwise impossible to find. 



The Mirror Within:  Unveiling Hidden Perceptions through Image Audit 

20 

 

• Mind the Communication Gap: If management fails to 

proactively share knowledge, the void will be filled by other 

influences—whether they be unions or informal rumours. 

• The Master Perception Check-up: Every organisation must 

look beyond its own assumptions to understand how it is 

truly perceived by those it serves. 

***  
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Chapter 2: The Trinity of Truth and the Five Pillars of 

Perception 

(A deep dive into the psychological forces that 

construct our reality, revealing why the most guarded 

secrets only surface under three specific, protective 

shields.) 

 

The screen flickered to life, and Sukruti’s face appeared, 

framed by the bright morning light of her home office in 

Sydney. A brilliant young professional with a sharp mind for 

organisational dynamics, she had always been inquisitive 

about the hidden "why" behind human behaviour. As she 

adjusted her headset, she looked thoughtful. 

"Srinivasan Sir," she began, "I’ve been reflecting on our last 

conversation about the bank in Bangalore. You mentioned 

that people form these deep, 'hidden perceptions' about 
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everything—from their bosses to political parties. But how 

is that image actually built in their minds? And more 

importantly, if it’s hidden, how do you ever get them to 

speak the truth without them feeling like they’re betraying 

someone or risking their career?" 

I smiled, pleased that she was peeling back the layers of 

the concept. "You’ve asked two vital questions, Sukruti. To 

understand the 'Mirror Within', we first have to look at the 

Five Pillars that build the reflection. Only then can we talk 

about the three conditions—the 'Trinity of Truth'—that allow 

a person to be brutally frank about what they see." 

The Five Pillars: How Perception is Formed 

I explained to Sukruti that perception isn't formed in a 

vacuum; it isn't an overnight phenomenon. It is a slow, 

cumulative process built on five distinct foundations that 

determine how any individual, organisation, or even a 

government is viewed by the world. 

1. Performance: The Silent Foundation 

The first pillar is Performance. This is the bedrock. It is what 

an individual or organisation actually does. If a company 

creates a world-class product that solves a problem, or if a 

political leader works silently for the upliftment of society, 

that performance lays the groundwork for a positive image. 

I’m reminded of the Bhagavad Gita, where it is noted that 

while a person may harbour the illusion that "I am the doer," 
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it is the qualities of nature and the steady stream of action 

that truly move the world. Authentic performance speaks, 

even when the performer is silent. In the corporate world, 

this is the 'zero-defect' delivery that builds a reputation for 

reliability long before a marketing campaign is even 

launched. 

2. Experience: The Emotional Touchpoint 

"However," I cautioned, "performance alone is rarely 

enough. Experience is the second pillar. This is based on 

the direct, personal interactions a stakeholder has with 

you." 

Imagine a high-performing hotel that serves the finest 

gourmet food. If the staff at the counter is arrogant, 

dismissive, or disrespectful, your perception of that hotel 

drops instantly, regardless of the quality of the meal. 

Ancient wisdom from Chanakya often warned against 

superficial appearances, noting that a person who speaks 

sweetly but acts against you in secret is like a pot of poison 

with a layer of milk on top. It is the experience of the 

interaction—the warmth, the respect, and the empathy—

that solidifies our internal view. 

3. What Others Say: The Power of Suggestion 

"Often, Sukruti, we form powerful views without ever 

meeting a person or using a product ourselves. This is the 

third pillar: What Others Say." 
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We rely on the reports of our friends, our professional 

contacts, and reviews in the media. Think of the late Dr 

A.P.J. Abdul Kalam. The vast majority of Indians never met 

him personally or had a direct conversation with him. Yet, 

the entire country perceived him as a saintly, visionary 

leader. This was due to the consistent, positive reports in 

mainline and social media that built a collective 

consciousness of trust. In the digital age, this pillar has 

become incredibly volatile; a single viral review can 

outweigh years of silent performance. 

4. Rumours: The Shadow in the Machine 

"The fourth pillar is perhaps the most dangerous: 

Rumours," I said. "Even a strong organisation can be 

brought to its knees by the spread of misinformation." 

We have seen numerous instances in India where rumours 

of a private bank 'failing' have led to panicked depositors 

lining up at midnight to withdraw their life savings, nearly 

collapsing perfectly solvent institutions. Modern 

neuroscience suggests that our brains are naturally wired 

to react more strongly to negative cues as a survival 

instinct. This 'negativity bias' makes rumours incredibly 

potent. When performance and experience are not 

communicated transparently, rumours fill the vacuum and 

distort the mirror. 
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5. Illusions: The Manufactured Narrative 

"Finally," I explained, "we have Illusions. These are 

manufactured narratives—the 'spin' created by brand 

managers and political strategists." 

In the heat of an election, political parties often create a 

'blitz' of narratives in the media, projecting an image of 

monumental achievement that may not always match the 

reality on the ground. This is a form of intentional brand 

building where repeated narratives are used to influence 

the perception of the public, creating a projected reality that 

people eventually accept as truth. However, like any 

illusion, it is fragile. If the other four pillars—especially 

performance and experience—do not support it, the illusion 

eventually shatters. 

The Trinity of Truth: Why We Hide and When We Reveal 

"But Srinivasan Sir," Sukruti interrupted, leaning closer to 

her camera, "if these pillars are building such strong 

perceptions, why don't people just say what they think? 

Why do we have to 'audit' them to find the truth?" 

"Because of fear and social embarrassment, Sukruti," I 

replied. "This is what I call Hidden Perception. When a 

boss asks an employee for feedback on their leadership 

style, that employee will almost always use the opportunity 

to praise the boss and earn goodwill, even if they are deeply 

frustrated in private. We have learned to build walls around 
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our true thoughts to avoid professional consequences or 

social friction." 

However, through decades of administering these studies, 

I found that human beings are not always guarded. Every 

individual becomes "brutally frank" on three specific 

occasions—what I call the Trinity of Truth. 

The Shield of Anonymity 

The first condition is Anonymity. When people are 

anonymous, the calculation of 'job security versus truth' 

disappears. If you remove the name, the employee ID, and 

the signature, you remove the fear of retribution. In my 

audits, I found that once the respondent knows their identity 

is physically protected, they no longer feel the need to filter 

their thoughts to please a superior. They stop being a 

'corporate soldier' and start being a human being. 

The Safety of the Group 

The second condition is the Group environment. When 

people are in a group, they feel a sense of collective 

protection. There is 'safety in numbers'. I have observed 

that one person’s honesty often gives others the 

'permission' to speak their own minds. In a group setting, 

the sense of individual risk is lowered, and the collective 

truth begins to surface, making it much harder for 

management to dismiss a valid concern as a 'one-off' 

grievance. 
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The Comfort of the Third Person 

Finally, people are remarkably frank when speaking to an 

unknown Third Person. This is the 'stranger-on-a-train' 

phenomenon we discussed in Chapter 1. We share our 

deepest family secrets with fellow passengers because 

there are no long-term repercussions; we will likely never 

see them again. 

"Sukruti," I said, "a professional, neutral auditor acts as that 

stranger. Because I do not work for the company and have 

no stake in their internal politics, stakeholders view me as 

a safe 'sound-board'. They trust me with the truth because 

they know I am there only to hold up the mirror, not to take 

sides." 

"So," Sukruti mused, "to see the real mirror, you have to 

create a clinical environment that is anonymous, collective, 

and neutral?" 

"Exactly," I said. "That is how we bring the hidden 

perception to the surface. We perform a Master 

Perception Check-up, much like a Master Health Check-

up for the soul of an organisation. You don't guess your 

blood pressure; you measure it. In the same way, a leader 

should never guess their image—they must audit it." 
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Takeaway 

• The Architecture of Image: Perception is a variable 'hidden' 

reality built on the interplay of Performance, Experience, 

Reports from Others, Rumours, and Illusions. 

• The Silent Barriers: Fear of retribution and social 

embarrassment act as silencers, keeping the most critical 

perceptions hidden from those who need to hear them most. 

• The Trinity of Disclosure: To unlock authentic feedback, an 

environment must be established that leverages Anonymity, 

the protection of a Group, and the neutrality of a Third-

Person auditor. 

• The Reputation Gap: The distance between what an 

organisation thinks it is and what its stakeholders actually 

perceive can only be bridged through a rigorous Master 

Perception Check-up. 

***  
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Chapter 3: The Stakeholder Spectrum: Why 

Perception is the Ultimate Currency 

(A deep dive into how the invisible currency of 

perception shapes the destiny of individuals, the 

credibility of law firms, and the survival of global 

organisations.) 

 

The winter sun in Delhi has a unique way of making a late 

lunch feel both urgent and leisurely. I was sitting at a quiet 

corner table in a well-known club near India Gate, the hum 

of the city muffled by heavy curtains. Opposite me sat 

Priyadharshni Rahul, a sharp, articulate Advocate 

practising in the Supreme Court of India. We had met earlier 

that morning at a legal conclave, and our conversation had 

naturally drifted from the technicalities of law to the nuances 

of human behaviour. 
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Priyadharshni leaned forward, her eyes bright with the 

intellectual curiosity typical of a seasoned litigator. 

"Srinivasan Sir," she said, "we spent the morning talking 

about evidence and statutes. But listening to you speak 

about the 'Mirror Within', I realise that in my profession—

and perhaps in every profession—there is an unwritten law 

that governs us even more strictly than the Bar Council 

rules. It’s how people see us before we even open our 

mouths." 

I nodded, stirring my tea. "You’ve hit upon the silent engine 

of society, Priyadharshni. Whether it is an individual, a 

massive corporation, or even the Government, survival 

depends on a single factor: Reputation. And as we 

discussed, reputation is nothing more than the net result of 

perception held by stakeholders." 

The Reputation Gap and the Three Identities 

"To manage reputation," I continued, "one must first identify 

who is holding the mirror. Every entity has three distinct 

identities that often fail to coincide. There is what you 

actually are, what you think you are, and what others think 

you are. The distance between these is what I call the 

Reputation Gap. If a management takes decisions based 

only on their own 'assumptions' or 'illusions' of greatness, 

they lose sight of reality." 

I explained that for an individual, internal stakeholders are 

the ones closest to the heart—family members and close 
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friends. If they perceive you positively, the relationship 

remains strong. External stakeholders are the people you 

encounter in the wider world—social media contacts, 

admirers, or the organisations you associate with. 

"Think of public figures," I said. "When their external 

stakeholders—the public—perceive them as credible, their 

words carry immense value. Think of the lasting reputation 

of Mahatma Gandhi, Dr Ambedkar, or Dr APJ Abdul Kalam. 

Even today, their names carry great value because their 

internal and external perceptions were aligned through 

silent, consistent performance." 

Priyadharshni reflected on this. "It’s true. In the legal world, 

we see 'unsung heroes' too—teachers or government 

officials in small towns who help the needy without fanfare. 

Their reputation is rock-solid because their stakeholders 

see their performance every single day." 

The Advocate’s Mirror: Mentors, Clients, and the Bench 

Priyadharshni’s legal mind quickly sought a practical 

application. "How does this apply to someone like me, 

Srinivasan Sir? How does an individual advocate build a 

positive perception in such a competitive environment?" 

"An advocate is a perfect case study," I replied. "You have 

three primary mirrors to look into." 

First, your juniors are your internal stakeholders. They must 

perceive you as a genuine mentor. If they do, your law firm 
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will always be in demand, with the brightest young minds 

lining up to join you. Second, your clients are your major 

external stakeholders. If you handle cases with diligence 

and complete them on time, you create a positive 

experience. These satisfied clients then become your 

greatest ambassadors. 

"And the third mirror?" she asked. 

"The Judges," I said firmly. "By adhering to court rules and 

presenting arguments with ethics and precision, an 

advocate builds a reputation in the eyes of the Bench. We 

often see that when an advocate is perceived as ethical, the 

Judges give more weightage to their arguments. Even if a 

rumour or misinformation tries to damage such a person's 

name, it dies a natural death because the foundation of 

performance and experience is too strong to be shaken." 

The Corporate Soul: Efficiency and the Face of the Firm 

We moved our discussion to larger organisations. I shared 

my experiences from my days in the banking sector. "In the 

bank, we used to actually run after certain companies to 

offer them loans, even if they weren't the biggest players in 

the market," I recounted. "Why? Because they had an 

excellent reputation for prompt and proper handling of 

financial matters. Their performance had built a perception 

of excellence in our minds." 

When an organisation’s suppliers, debtors, and creditors 

carry a positive perception, business flows seamlessly. 
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Even Government departments provide clearances faster 

to those they perceive as transparent and compliant. 

"But the most critical link," I emphasised, "is the relationship 

between the internal and the external. Every business, 

whether it’s a hotel or a corporate house, strives for 

customer satisfaction. But who is the face of that 

organisation before the customer?" 

"The employees," Priyadharshni answered. 

"Exactly. The employees are the internal stakeholders who 

run the engine. They are often highly 'closed' and do not 

reveal their true views to management out of fear. But if they 

do not hold a positive perception of their own management, 

it reflects immediately in their work efficiency. This will affect 

the products and services. A frustrated employee provides 

a poor service experience, which sours the customer’s 

perception, and eventually, the brand collapses. It is a 

domino effect that begins with the 'Mirror Within'." 

The Political Cadre: The Public Face of the Party 

As our lunch came to an end, Priyadharshni asked about 

the world of politics. 

"In politics," I explained, "the cadre—the grassroots 

workers—are the internal stakeholders. They are the face 

of the party before the voters. Successful parties 

understand this. They keep their cadre motivated because 

if the internal perception of the leadership is weak, the 
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cadre cannot effectively 'sell' the party’s vision to the public. 

They are the primary architects of the party's image at the 

doorstep of the voter." 

To summarise our afternoon, I told her: "A positive 

perception of the internal and external stakeholders is the 

ultimate goal. You sow performance and experience, and 

you reap a positive image. The Master Perception Check-

up is the only way to ensure you aren't living in an illusion." 

Takeaway 

• The Reputation Equation: Perception is the bridge between 

action and reputation. A positive perception among 

stakeholders is the only way to build a lasting, credible 

image. 

• The Reputation Gap: Organisations must align what they 

think they are with how they are actually perceived by others 

to avoid strategic failure. 

• The Face of the Organisation: The internal perception of a 

team (employees or political cadre) directly dictates the 

quality of the external experience. 

• The Value of Ethics: In professional fields like law, a 

reputation for ethical performance acts as a shield against 

rumours and misinformation. 

 

*** 
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Chapter 4: The Master Perception Check-up: 

Navigating the Architecture of an Image Audit 

(A comprehensive manual for the 'Master Perception 

Check-up' of an organisation, detailing how to bypass 

emotional noise to capture the authentic, hidden 

heartbeat of a workforce.) 

 

The humid air of Chennai seemed to stand still as the lunch 

break commenced during a busy media conference. I found 

myself sharing a table with Ramesh Sundaram, a stalwart 

of English journalism with four decades of experience 

etched into his discerning gaze. Ramesh isn't just a media 

person; he is a regular reader of my e-magazine, PreSense, 

and he has a knack for remembering the finest details of 

every survey we publish. 
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"I remember that online survey you ran about media 

perception," Ramesh said, leaning back with a curious glint 

in his eyes. "It sparked quite a debate in our newsroom. But 

it made me wonder—is there a deeper way to evaluate what 

stakeholders are truly thinking behind closed doors? You 

often talk about this 'Audit of Hidden Perception'. As a 

journalist, I deal in facts, but you seem to deal in the 'truth' 

that facts often hide. Srinivasan Sir, how exactly do you 

perform this 'Master Perception Check-up' for an 

organisation?" 

I appreciated his analogy. "In the corporate world, Ramesh, 

we are obsessed with audits. We have financial audits to 

track the money, capital asset audits for the machinery, and 

even technical, stock, or environmental audits to ensure 

compliance with global standards. But almost no one audits 

the most volatile asset of all: the human mind. The sum total 

of the perception of various internal and external 

stakeholders forms the image of an organisation, yet it is 

rarely measured scientifically."  

The Diagnostic Consultation 

"Think of an Image Audit like a doctor preparing for a 

complex diagnosis," I told Ramesh. "A physician doesn't 

just start ordering tests; they first sit with the patient to 

understand the symptoms. My first step is always a 

confidential discussion with the top management to identify 
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the 'publics'—whether employees, customers, or 

suppliers—they wish to understand."  

You have to ascertain the real areas of concern. Is there a 

sudden drop in productivity? Are there whispers of a cultural 

rift? This initial phase is essential because the audit must 

focus on selective areas to be effective. Without this level 

of confidence and focus, the audit is just a shot in the dark.  

Crafting the Precision Instrument 

"Once the problems are identified, we move to the 

laboratory—designing the questionnaire," I explained. "This 

isn't a simple form; it is a precision instrument designed to 

peel back layers of politeness."  

The questionnaire is typically divided into two parts. The 

first captures broad details like gender or age group to help 

the auditor understand how different demographics 

perceive specific issues. Crucially, Ramesh, we never seek 

the name, address, or finer identities of the respondent. The 

moment you ask for an identity, the 'brutal frankness' we 

seek evaporates into fear. The second part uses multiple-

choice questions to focus on the areas of concern, ensuring 

the respondents can provide feedback without ambiguity.  

 

 

 

The Golden Rule of Timing: Choosing the Calm 
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Ramesh interrupted, "But surely people's moods change? 

If I've just had a bad morning, I might vent that frustration 

into your survey." 

"You’ve hit the nail on the head, Ramesh. Timing is 

everything," I replied. "I always choose a 'calm day' for the 

audit. I never administer it immediately after a round of 

promotions or a salary hike. Generally, basic perception is 

likely to oscillate due to emotions. If an employee gets a 

cash reward, they perceive the management better that 

day; if they are passed over, they rate it poorly. These are 

temporary phenomena. We wait for the situation to settle so 

we can capture the realistic, base perception."  

Administration: Ensuring the Triangle of Truth 

I described the physical process to Ramesh, which I’ve 

refined over hundreds of sessions. "I personally go floor by 

floor or class by class. I assemble the stakeholders in a 

group. I am the 'Third Person'—the outsider who represents 

professional neutrality."  

I give them one simple instruction: "Don't think. This isn't an 

examination. Write down the first perception that flashes in 

your mind. That is the base truth."  

By keeping them in a group but ensuring they work 

independently, we create a sense of 'collective safety'. We 

distribute the questionnaires and ensure they do not consult 

each other. We even have volunteers from among the 

respondents collect the sheets and drop them into a box, 
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often shuffling them to give the audience absolute 

confidence that their individual voice is buried in the crowd.  

The Final Verdict: Reporting to the Top 

Once the analysis is complete, the findings are compiled 

into a report. This segments the data gender-wise or age-

wise and interprets the 'mental impressions' that were 

previously locked away.  

"I present this to the top management first," I told Ramesh. 

"This segment is the most important part. We discuss and 

validate the findings. Sometimes the truth is bitter. 

Sometimes the management is shocked to find that their 

'star' performers are perceived as bullies, or that a silent 

worker is actually the backbone of the branch's reputation. 

Only after this validation is the final report submitted, 

allowing the management to take the surgical, corrective 

actions needed to fix the hidden rot and improve trust."  

Ramesh looked down at his notebook, having filled several 

pages. "It’s a fascinating process. You’re not just auditing 

an image; you’re providing the barometer needed to lead 

with integrity."  
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Takeaway 

• The Clinical Approach: An Image Audit must be treated with 

the same precision as a medical diagnosis, beginning with a 

deep understanding of the areas of concern.  

• The Mechanics of Honesty: Truth is best harvested when the 

environment is Anonymous, Collective, and managed by a 

Third-Person professional.  

• The First Impression: The goal is to capture the "mental 

impression" that comes to the mind first, as this is the rawest 

form of perception.  

• The Strategic Value: Unlike market research, an Image Audit 

deals with sensitive, mind-oriented issues to prevent crises 

and build long-term brand health.  

***  
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Chapter 5: The Digital Dilemma: Image Audit in the 

Age of AI 

(An exploration of the high-stakes transition from the 

physical collection box to the digital algorithm, 

examining whether technology enhances our 

understanding of the human soul or merely distorts the 

mirror.) 

 

The hall was buzzing with the hum of high-end projectors 

and the frantic typing of tech reporters. We were at a 

premier Digital Media conference in Chennai, a gathering 

designed to celebrate the future of communication. During 

a break between sessions on "Deepfakes" and "Algorithmic 

Bias", I found myself sharing a quiet corner with R. Nurullah. 

A senior journalist with a razor-sharp mind for digital trends, 



The Mirror Within:  Unveiling Hidden Perceptions through Image Audit 

42 

 

Nurullah has spent years documenting how technology 

reshapes society. 

"I’ve been listening to these speakers talk about data as the 

new oil," Nurullah remarked, gesturing toward the main 

stage. "But they all seem to focus on what people do—their 

clicks, their purchases, their footprints. You’ve spent your 

life focusing on what they think but don't say. In this era of 

Artificial Intelligence and instant Google Forms, has the 

methodology of the Image Audit become easier, or has it 

become more dangerous? Srinivasan Sir, can we still find 

the truth in a world of algorithms?" 

I leaned back, taking in the irony of our surroundings. "It is 

a paradox, Nurullah. Technology has given us the fastest 

carriage in history, but we might be losing sight of the 

passenger’s soul. The 'Digital Dilemma' is whether we are 

capturing true perception or just a curated digital shadow." 

The Efficiency Trap: Speed versus Soul 

"When I started," I explained to Nurullah, "we did everything 

by hand. We entered data into Excel sheets, row by row. It 

was slow, but it forced us to read every open-ended 

comment personally. Now, with Google Forms and AI-

powered tools, we can compile reports for thousands of 

employees with much more comfort." 

Nurullah nodded. "But speed usually comes at a cost. What 

are we sacrificing?" 
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"We are sacrificing the 'Controlled Environment'," I replied. 

In the traditional Image Audit, I personally assembled 

people in a room. I could ensure they weren't consulting 

each other. Most importantly, I could guarantee that no 

boss was standing behind them. 

In the digital world, a link is sent to a smartphone. An 

employee might be sitting in their office with a supervisor 

nearby. They might feel that their IP address or email login 

makes them 'traceable', effectively killing the anonymity that 

is the first pillar of our truth. If the respondent doesn't feel 

safe, they don't give the 'base perception'; they give the 

'safe response'. 

The Battle Between the Gut and the Filter 

"One of the most critical aspects of my methodology is 

capturing the 'First Perception'—that raw, unedited 

thought that flashes through your mind the very second you 

hear a name or see a logo," I explained. "This instant gut 

feeling is where our truest perceptions reside. It is fast, 

instinctive, and deeply emotional." 

"In my physical audits, I would gather everyone in a room 

and ask them to write down their answers immediately, 

without pausing to think. This prevented them from over-

analysing. However," I said, addressing Nurullah's concern, 

"modern technology often acts as a 'Filter'. When someone 

fills out a digital form, they have the time to stop, re-read 

their answer, and edit it to sound more 'polite'. They might 
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even wait until they’ve calmed down before replying. While 

this makes for a neat report, it actually masks the 'Hidden 

Perception' we are trying to find. By the time they hit 

'submit', the raw truth has often been replaced by a carefully 

managed version of it." 

Artificial Intelligence: The New Illusionist 

"Then there is the issue of AI," I continued. "We discussed 

how 'Illusions' are manufactured narratives. Today, AI can 

manufacture these on a scale we’ve never seen. Algorithms 

can generate thousands of fake reviews or social media 

comments that look and feel entirely human." 

This creates a massive challenge for the Image Auditor. If 

we are studying 'What Others Say'—the third pillar of 

perception—how do we know if those 'others' are even 

real? Public perception can now be 'botted'. A political party 

or a brand can use AI to create a digital atmosphere where 

they appear universally loved. This isn't just an illusion; it’s 

a digital hallucination that sways the common person’s 

mind before they’ve had a chance to form an independent 

experience. 

Reclaiming the Mirror: A Hybrid Future 

"So, is the Image Audit dead in the digital age?" Nurullah 

asked. 

"Not at all," I replied. "But we must adapt. We must use a 

'Hybrid Model'. We can use Google Forms for the 
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efficiency of data capture, but we must still administer them 

in a 'controlled digital space'. We must bring people 

together—perhaps in a virtual hall or a monitored lab—

where they know for a fact that their individual response is 

encrypted and untraceable." 

We must also use technology as a 'Cleaner', not just a 

'Compiler'. Advanced algorithms can now help us detect 

patterns where a narrative is being artificially forced. The 

goal of the future Image Auditor is to use technology to strip 

away the digital illusions, rather than being blinded by them. 

As the bells rang to signal the next session, Nurullah shook 

my hand. "It seems the more 'connected' we become 

digitally, the more we need professional 'third persons' like 

you to help us reconnect with the truth." 

"The mirror hasn't changed, Nurullah," I said as we walked 

toward the hall. "Only the glass has become more complex. 

Our job is still to see the reflection clearly." 

Takeaway 

• The Anonymity Gap: Digital tools often create a fear of being 

tracked. Without guaranteed anonymity, the true "Hidden 

Perception" stays hidden. 

• The Filter Effect: Technology allows people to over-think and 

edit their responses. A true audit must capture the "First 

Perception" before the mind has a chance to censor itself. 
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• The AI Narrative: Artificial Intelligence can be used to 

manufacture "Illusions" of popularity, requiring auditors to 

be more vigilant in identifying genuine human sentiment. 

• The Need for Control: Even in a digital age, the best results 

come from a "Supervised Environment" where stakeholders 

feel safe to be brutally frank without consulting others. 

***  
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Chapter 6: The Campus Chronicle: Why Data Speaks 

Louder than Classroom Whispers 

(An exploration of how surprise Image Audits in 

educational institutions bypass surface-level 

politeness to save reputations, bridge communication 

gaps, and reveal the authentic heartbeat of campus 

life.) 

 

The academic air of Anna University in Chennai has a 

distinct quality—a blend of rigorous tradition and restless 

intellectual energy. It was during a day-long management 

communication conference there that I found myself 

sharing a quiet lunch table with my dear friend of nearly forty 

years, Professor K. Prabhakar. A retired senior 

management professor, Prabhakar has always been my 

sounding board for complex administrative theories. 
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As we navigated our meal, our conversation turned toward 

the unique ecosystem of educational institutions. 

"Srinivasan Sir," Prabhakar began, his eyes reflecting a 

career spent observing the delicate dance between 

students, faculty, and management, "I’ve followed your 

work with corporate Image Audits closely. But colleges are 

different. They are emotional, volatile, and highly 

hierarchical. How do you apply a clinical audit to a campus 

of five thousand students without it turning into a chaotic 

grievance cell?" 

I smiled, appreciating the challenge. "It is precisely because 

of that hierarchy, Prabhakar, that the Image Audit is 

essential. In a college, the 'Hidden Perception' is often 

buried under layers of fear—fear of internal marks, fear of 

administrative backlash, or even the simple embarrassment 

of speaking up." 

The Logistics of Truth: The 5,000-Student Sprint 

"Think of it as a precision-guided mission," I explained. 

"When a large college—one with perhaps four thousand 

students and hundreds of staff—commissions an audit, the 

first step is the Diagnostic Consultation. I meet with the 

top management in absolute confidence to identify the 

specific 'pain points' they need to understand." 

I told him how I craft customised instruments for each 

segment: students, teaching staff, and non-teaching staff. 

A typical questionnaire contains fifteen to twenty targeted 
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questions, but the secret weapon is the Open-Ended 

Question. By leaving a blank space for comments not 

covered elsewhere, we invite the 'brutal frankness' that 

checkboxes often miss. 

"But how do you manage the scale?" Prabhakar asked. 

"Five thousand students is a massive demographic." 

"The key is the Surprise Administration," I replied. "Only 

the top management knows I am coming. We visit class by 

class. I give a short, motivational 'pep talk' to set a tone of 

trust, explaining that we are a professional, third-party 

agency. We distribute the forms, and within five minutes, 

we collect them in a shuffled drop box. We move so fast 

that the entire college is completed in six or seven hours—

before students even have a chance to compare notes over 

lunch. This captures their raw, unadulterated first 

impression." 

The Paradox of the 'Free' Coaching 

"Does it actually change anything?" Prabhakar mused. 

"Management often thinks they already know what students 

want." 

"That is the Reputation Gap," I countered. "I remember a 

leading college in Chennai that was incredibly passionate 

about its quality of education. They had identified struggling 

students and offered them extra coaching after hours—

entirely free of cost. They even paid the teachers extra for 
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this time. They assumed the students would be deeply 

grateful." 

However, when we audited the students, a group of three 

hundred blurted out a resounding 'No' when asked if they 

would recommend the college to juniors. "When I manually 

analysed these frustrated responses," I told Prabhakar, "I 

noticed a pattern. These were the very students receiving 

the free coaching. It was a shock to the management." 

"Why would they be angry?" Prabhakar asked, leaning in. 

"A simple Communication Gap," I explained. "The 

students didn't realise the management was bearing the 

cost; they felt they were being 'punished' with extra hours. 

Furthermore, because the college was on the outskirts of 

the city, these students missed the college bus after their 

sessions. They had to walk to the main road and take public 

transport, reaching home exhausted and late. Their anger 

wasn't about the teaching; it was about the logistics of their 

commute. The Chairman acted immediately, interacted with 

the students, and provided a dedicated bus for them. A 

potential crisis was averted because we looked into the 

'Mirror Within'." 

The Teacher and the 'Sin' of Sacking 

Prabhakar looked thoughtful. "What about the teachers? 

The politics between Heads of Departments (HoDs) and 

their staff can be quite poisonous." 
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"That is where the Image Audit acts as a shield for justice," 

I said. I shared a case of a large engineering college where 

the Chairman had casually mentioned they were about to 

sack a teacher—let’s call him Mr. X. The HoD had been 

filing constant complaints against him for 'insubordination' 

and 'poor performance'. 

"I decided to test this," I said. "I included a question asking 

students to name one teacher they admired for passionate 

teaching and a helpful attitude. When the data spoke, it 

spoke loudly. Mr. X was mentioned by more than sixty 

percent of students across six different sections, spanning 

first to fourth-year Mechanical and Electrical Engineering. 

These students, who were in different locations and had no 

way to consult each other, uniformly hailed him as a hero." 

I told Prabhakar about the Chairman's reaction when I 

presented the report. "I told the Chairman that his HoD was 

likely jealous of Mr. X’s popularity. The Chairman was 

stunned. He told me, 'Srinivasan Sir, you have saved me 

from committing the sin of sacking a good teacher. I will 

reward him instead.'" 

The Uniformity of the Hidden Mind 

"That is the most fascinating part, Prabhakar," I concluded. 

"Even when stakeholders are administered the audit 

independently, in different rooms at different times, a Trend 

of Perception always emerges. Whether it is the quality of 

canteen food, the bus facilities, or the brilliance of a specific 
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teacher, the hidden perception comes out as a consistent 

pattern." 

Prabhakar nodded slowly, finishing his lunch. "It seems we 

spend so much time talking at students and teachers that 

we forget to listen to what they are actually saying when 

they think no one is watching." 

"Exactly," I said. "Data speaks louder than rumours or 

office politics. Our job is simply to learn how to hear what it 

is saying and strategise accordingly. As we move into the 

world of political perception, you will see that this same 

uniformity—this 'wave' of thought—governs the fate of 

nations just as it governs the fate of a classroom." 

 

 

Takeaway 

• The Invisibility of Frustration: Management often views 

'benefits' (like free coaching) through their own lens; an 

Image Audit reveals how those benefits are actually 

experienced by the recipient. 

• The Surprise Factor: To get 100 percent frank views in a 

campus environment, the audit must be unannounced and 

rapid to prevent students from 'aligning' their stories. 

• Data as a Shield: Authentic stakeholder data can protect 

high-performing employees from internal politics and 

'jealous' supervisors. 
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• Uniformity in Silence: Even without consultation, 

stakeholders will independently produce the same patterns 

of perception, proving that hidden truths are collective, not 

just individual. 

***  
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Chapter 7: The Invisible Fracture: Predicting 

Corporate Crises Before They Explode 

(Image Audit serves as an early warning system, 

uncovering hidden employee frustrations and 

perception gaps to avert organisational crises and 

retain talent before they depart.) 

 

The aroma of freshly brewed tea filled the executive cabin 

at the Madras Management Association (MMA) in Chennai. 

Outside, the buzz of a successful seminar on Crisis 

Communication was winding down, but inside, the air was 

thick with a different kind of energy—curiosity. 

My dear friend of several decades, Group Captain R. 

Vijayakumar, the Executive Director of MMA, leaned back 

in his chair, stirring his tea thoughtfully. He is a man who 

has seen leadership in its most disciplined form within the 
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Air Force and its most dynamic form in the corporate 

corridors of Chennai. 

"Srinivasan," he said, fixing his gaze on me, "during your 

presentation, you dropped a fascinating phrase. You 

mentioned that an 'Image Audit' could actually predict an 

HR crisis before it happens. You didn't have time to 

elaborate then, but we have time now. How can a study of 

'perceptions' possibly act as a crystal ball for a CEO?" 

I smiled, taking a sip of my tea. "Vijay, most leaders wait for 

the smoke before they look for the fire. But by the time you 

see smoke in HR, the building is already halfway burnt. 

Image Audit finds the heat behind the wall long before the 

first spark appears." 

The Anatomy of a Silent Crisis 

"To understand this," I continued, "we must first demystify 

what an Image Audit actually is. It isn't just a survey; it is a 

deep-tissue massage of an organisation’s psyche. We 

gather responses anonymously, in groups, and even from 

third parties to find the 'hidden perception'—the things 

employees whisper at the water cooler but never say in an 

appraisal." 

Vijay leaned forward. "But in a large corporate, with 

thousands of people, isn't it just a data dump? How do you 

find the truth in the noise?" 
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"It’s all in the methodology," I explained. "We start by talking 

to management to understand their worries. Then, we craft 

a questionnaire that undergoes rigorous test administration. 

We ensure the respondents don't just 'answer'—they react 

instinctively. We want their first hidden perception, not their 

polished corporate response." 

The Case of the Vanishing Experts 

"Let me give you a real-world example," I said. "A few years 

ago, a multinational BPO headquartered here in Chennai 

was in a panic. They had over 5,000 employees across four 

locations, running three shifts. On the surface, things 

looked okay, but underneath, the hull was leaking. They 

had lost 300 senior-level employees to a direct competitor 

in a very short span." 

"That is a massive brain drain," Vijay remarked. "What did 

the management think was happening?" 

"They thought it was just about the money. But they 

engaged me to find the real story. My team and I spent 24 

hours on-site. We covered every single shift—morning, 

afternoon, and the  night  shift—across all four locations. 

We captured 100 percnightent of the responses from 98 

percent of the staff on the rolls. We didn't want a sample; 

we wanted the soul of the company." 

The 45-Day Warning 
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I watched Vijay’s expression as I reached the crux of the 

story. "After the audit, I noticed something peculiar in the 

data from one specific shift at one specific location. The 

negative sentiment there wasn't just high; it was 

concentrated among the seniors. 

I submitted my draft report to the CEO. I told him, 'You have 

a localized infection. If you don't treat it, you will lose 15 

more senior people from this specific shift very soon.' 

But here is the tragedy, Vijay: the CEO didn't call me for a 

discussion. Forty days passed. He had paid my fees, so 

perhaps he felt the job was done. It wasn't until the Global 

Chairman arrived from overseas and asked about the report 

that I was finally invited to present." 

"And what happened?" Vijay asked. 

"The Chairman asked when I had submitted that warning. I 

told him: 45 days ago. He turned to the CEO and asked, 

'When did those fifteen seniors leave us?' The CEO, looking 

quite pale, replied, 'Last week.' The shift and the location 

matched my report exactly. The Chairman was furious. The 

crisis was predictable and preventable, but the report had 

gathered dust on a desk." 

The Liftman’s Test: Simplifying the Complex 

Vijay shook his head. "It’s a classic case of ignoring the 

barometer until the storm hits. But Srinivasan, does an audit 
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always have to be this massive exercise? Can't we find 

these invisible fractures more simply?" 

"Sometimes, the biggest problems have the simplest roots," 

I replied. "I call it the 'Absolute Clarity' test. I remember a 

situation when I was with a public sector bank in Delhi. I 

was the President of the Officers Association then. One of 

our largest branches was in total chaos. Fifty officers were 

frustrated, customer service was plummeting, and the Chief 

Manager was at his wits' end. The branch was split across 

three nearby buildings due to space constraints, and 

everyone was fighting." 

"What did you do?" 

"I asked all fifty officers to meet me on a Saturday 

afternoon. I gave each of them a blank sheet of white paper. 

I said, 'Write down exactly one reason why this branch is 

failing. Don't sign it. Don't talk to your neighbour. Just the 

truth.'" 

The Power of Anonymity 

"Because they trusted me as their Association President, 

they were honest. I had the Secretary read the reasons 

aloud, right there in front of the Chief Manager. Over 70 

percent of the responses were identical: because the 

branch was in three locations, there weren't enough 

attendants to move vouchers between the buildings. 

Customers were waiting, getting angry, and abusing the 

officers at the counters. The officers weren't angry at the 
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bank; they were tired of being yelled at for a delay they 

couldn't control." 

"So it wasn't a complex HR strategy problem?" Vijay asked, 

surprised. 

"Not at all. It was a logistics problem masquerading as an 

HR crisis. We fixed the voucher movement the next 

Monday, and the tension vanished. Small, invisible issues 

often cause the loudest explosions." 

Turning the Mirror on the Management 

Vijay sipped his tea, now completely absorbed. "You’ve 

talked about predicting exits and solving branch disputes. 

But what about a full-blown institutional crisis? Can Image 

Audit help when the public perception is already sour?" 

"Absolutely. Take the case of Indian Bank in the early 

2000s," I said. "The bank was facing a severe crisis and the 

media reports were devastating. The management was 

convinced that the customers were about to flee and that 

the staff were the only ones holding the fort. 

I was brought in to conduct an Image Audit of both 

customers and staff. The results turned their assumptions 

upside down. We found that the customers were actually 

incredibly loyal; instead of withdrawing money, they were 

depositing more to help 'their' bank survive. However, it was 

the staff who were disillusioned and terrified about their 

future. 



The Mirror Within:  Unveiling Hidden Perceptions through Image Audit 

60 

 

The audit allowed the bank to pivot. They stopped worrying 

about customer flight and started conducting internal 

workshops to motivate their own people. They survived the 

crisis because they finally saw the 'Mirror Within' correctly." 

The Three Pillars of Perception 

"Vijay," I said, leaning forward to summarise, "In any 

organisation, there are always three realities: 

1. What we are: Our actual values and assets. 

2. What we think we are: Our internal ego or assumptions. 

3. What others think we are: The external perception. 

An Image Audit is the bridge that closes the gap between 

these three. Without it, you are leading in the dark." 

The 'Positive Perception' Circle 

"But it’s not all about finding problems," I added, seeing 

Vijay’s pensive look. "I use this tool to find 'hidden talents' 

too. In my workshops, I have participants sit in a circle. I 

give them a list of everyone in the room. I ask them to look 

at each colleague and write down the first positive thing that 

comes to mind—a capability or an action." 

"What does that achieve?" 

"When people read what their peers think of them, they are 

often stunned. Someone might find that fifteen out of twenty 

colleagues see them as a 'natural mediator,' even though 

they never thought of themselves that way. It brings out 
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hidden strengths that HR can then tap into. It’s about 

building a 'Mirror Within' that reflects our best selves, not 

just our flaws." 

As I stood up to leave, shaking Vijay’s hand, he smiled. 

"You've given me a lot to think about, Srinivasan. Perhaps 

we all need to look into that mirror a bit more often before 

the cracks start to show." 

Takeaways for the Leader 

• Trust the 'Negative' Voices: Often, the most extreme 

negative feedback in an audit contains the most vital 

intelligence for preventing an exit. 

• Speed is Strategy: An Image Audit report is a perishable 

commodity. Acting on it forty days late is often the same as 

not acting at all. 

• The Logistics of Emotion: HR problems are often just 

symptoms of physical or systemic inefficiencies (like the 

voucher movement). 

• Bridge the Gap: Always measure the distance between who 

you think you are and who your stakeholders perceive you to 

be. That gap is where crises live. 

*** 
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Chapter 8: The Public Pulse: Auditing the Soul of 

Governance and Postal Pillars 

(An exploration into how Image Audits decoded the 

hidden mindsets of postal customers, the police force, 

and two lakh reinstated government employees during 

a historic crisis.) 

 

The smell of home-cooked sambar and the warm hospitality 

of a Sunday afternoon always have a way of softening the 

edges of professional discourse. I was at the home of 

Sakthi Prasanna, a senior communication professional at a 

top multinational company. Years ago, Sakthi had been my 

student during a communication course at a leading 

university. Over lunch, he introduced me to his wife, who 

had already heard stories about her husband’s time as a 

student volunteer in my research team. 
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As we sat in the living room after a wonderful meal, Sakthi 

turned to his wife with a nostalgic glint in his eye. "You 

know," he said, "long before I was managing global 

communications for an MNC, I was on the streets of 

Chennai with Srinivasan Sir, learning that the truth isn’t 

found in what people say publicly, but in what they whisper 

anonymously." 

He looked at me and laughed. "Srinivasan Sir, do you 

remember those days? The Post Office project, the Police 

seminar, and that massive Government employee audit? I 

was just a student then, but analyzing those thousands of 

response sheets changed how I look at human behavior 

forever." 

I nodded, the memories flooding back. "Sakthi, you were 

part of a team that proved that the 'Image Audit' isn't just for 

corporate boardrooms. It is a tool for democracy itself. 

When we study the perception of a postman or a policeman, 

we are studying the heartbeat of the nation." 

The Postal Pillar: Rescuing the Credibility of Speed 

Post 

Our conversation naturally drifted to our first major 

collaboration. Dr U. Srinivasa Raghavan, who was then the 

Chief Post Master General (CPMG) of the Tamil Nadu 

Circle, had reached out to me with a specific challenge. He 

wanted to understand how customers perceived five of the 

leading post offices in Chennai. More importantly, he 
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wanted to gauge the standing of 'Speed Post' in a market 

rapidly being encroached upon by aggressive private 

couriers. 

"That was your first real field assignment, Sakthi," I 

reminded him. 

"I remember it vividly, Sir," Sakthi replied. "We prepared 

questionnaires in both Tamil and English. You gave us a 

rigorous briefing on how to approach customers without 

influencing their answers. We stood in those busy post 

offices all day." 

On that single day, our team collected around 2000 

response sheets. The CPMG had ensured that all Post 

Masters cooperated, but the administration was entirely in 

the hands of the students—the neutral 'Third Person' in our 

Trinity of Truth. When we sat down to manually analyse 

the data, a powerful pattern emerged. 

Despite the sleek marketing of private courier companies, 

the audit revealed that customers considered 'Speed Post' 

the most credible service for despatching original 

documents. The perceived reliability of a government 

institution was its greatest asset. However, the audit also 

highlighted specific weak areas in service speed and staff 

interaction. 

The CPMG didn't just file the report away. He convened a 

meeting of all senior officials in Tamil Nadu. I watched with 

pride as Sakthi and his fellow students presented the 
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findings directly to the top brass. 

Based on that raw data, the 

Department formed new 

strategies and initiated training 

programmes to bridge the gaps 

we had unearthed. It was a 

classic example of using a 

Master Perception Check-up to 

turn a traditional institution into a 

competitive service provider. 

Sakthi recalled, “Sir, I remember, 

Nachu Nagappan, my classmate 

who was also part of this team 

had greeted you on Teachers 

Day through Facebook with the 

picture taken at that time”. 

(Read the media report in the Annexure) 

The Thin Blue Line: Bridging the Gap Between Police 

and Public 

"And what about the Police Department audit, Sir?" Sakthi’s 

wife asked, intrigued. "The police usually have such a stern 

image. Did people actually speak the truth?" 

I explained that the Police Department is perhaps the most 

difficult 'public' to audit because the fear factor is so high. 

Yet, the principles of anonymity remained our shield. Sakthi 

and the other students reached out to common people 
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across different locations in Chennai to capture their honest 

perception of the force's functioning. 

 

(Senior Police officials, Senior Journalists and social workers discussed 

the Image Audit of Police) 

We didn't just hand over a report; the Prime Point 

Foundation organised a high-level seminar. we invited 

senior police officials and media persons to sit across the 

table and discuss the findings. It was a rare moment of 

transparency. The audit provided the police with an 

'outside-in' view of their own service. 

The media reported on the exercise positively, noting that 

the department was finally looking into the mirror held up by 

the common man. It wasn't about pointing fingers; it was 
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about identifying where the communication had broken 

down between the protector and the protected. 

(Read the media report in the Annexure) 

The Historic Reinstatement: Auditing Two Lakh 

Government Minds 

Sakthi leaned forward, his expression turning serious. "The 

most intense one, though, was the Government employee 

study. That was a global first." 

He was referring to a tumultuous period in Tamil Nadu’s 

history. During the tenure of Chief Minister Ms Jayalalitha, 

nearly two lakh government employees were dismissed in 

a single, unprecedented order following a massive strike. 

Even the Supreme Court had upheld the decision. 

However, following immense pressure and criticism, the 

government eventually reinstated all the dismissed 

workers. 

An international agency affiliated with the United Nations 

approached me to conduct a case study. They were 

fascinated by the psychological aftermath of such a 

massive dismissal and reinstatement. 

"Sir, I remember the tension in those government offices," 

Sakthi said. "Four districts, thousands of employees. 

People were wary." 

"But they were also desperate to be heard," I added. 

"Because the audit was strictly anonymous, the employees 
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moved from caution to enthusiasm. They poured their 

hearts into those sheets." 

 

(Image Audit at Government office) 

As we completed the audit, the media began reporting on 

our presence. The Chief Minister’s Office reached out, 

requesting to see the findings before they were made 

public. We shared the insights, which revealed a deep need 

for better dialogue between the state and its workforce. 

In a surprising and positive turn, the government used the 

audit as a foundation to call a meeting with trade union 

leaders. Many long-standing issues were sorted out based 

on the 'brutally frank' feedback we had gathered. We 

included this positive development in our final report, which 

was released in a major media conference. It remains one 
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of the most significant examples of how an Image Audit can 

act as a peace-making tool in industrial relations. 

(Read the media report in the Annexure) 

The Remote Audit: A Lesson in Trust and Transparency 

As our afternoon drew to a close, Sakthi asked about a 

project he hadn't been involved in—the audit of a major 

Public Sector Corporation Bank’s Officers' Organisation. 

"That was a unique experiment in remote auditing," I told 

him. "The General Secretary of the union was in Mumbai 

for a massive meeting of members. He wanted to unearth 

the mindset of the members on several critical issues, but I 

couldn't be there in person." 

I had to adapt the methodology. I emailed the questionnaire 

and a written version of my 'pep talk' to be read aloud. But 

the key was the chain of custody. To ensure the members 

felt safe to be honest, the General Secretary followed my 

'Anonymity Protocol' to the letter. 

Three volunteers were chosen from the crowd. A courier 

agent was kept waiting outside. In full view of all the 

members, the volunteers collected the sheets, packed them 

into a cover, and pasted it shut. They wrote my office 

address on the cover while everyone watched. The receipt 

from the courier was obtained openly. 

"When those sheets arrived at my office in Chennai," I told 

Sakthi, "they were incredibly candid. The members knew 
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that no leader in Mumbai had seen their responses. The 

data allowed the union leadership to align their future 

strategies with the actual needs of the members. Once 

again, the media covered it as a landmark in transparent 

union management". 

(Read the media report in the Annexure) 

As I took my leave of Sakthi and his family, I realised that 

these stories weren't just about data. They were about the 

courage to listen. Whether it is a postman in Chennai or a 

union leader in Mumbai, the human desire to be understood 

is universal. 

Takeaways 

• Credibility is the Core: Public institutions often possess a 

'trust' factor (like Speed Post) that private players cannot 

easily replicate; an audit helps identify and protect this asset. 

• The Safety of the Group: In high-stakes environments like 

the Police or Government offices, the 'Trinity of Truth'—

Anonymity, Group Safety, and Third-Party Neutrality—is the 

only way to bypass fear. 

• Reconciliation through Data: In the wake of massive 

industrial or political conflict, a neutral Image Audit provides 

a non-threatening platform for both sides to understand the 

'Mirror Within' and find a way forward. 

 



The Mirror Within:  Unveiling Hidden Perceptions through Image Audit 

71 

 

• Process Transparency: For an audit to be successful, the 

respondents must see the 'chain of custody'—knowing that 

their raw data is physically moving from their hands to a 

neutral auditor without being intercepted. 

***  
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Chapter 9: The Political Pulse: Why Ballot Boxes Defy 

the Pollsters 

(A deep dive into the volatile world of political 

perception, exploring why scientific polls often falter 

and how ‘waves’ are born in the secret minds of voters.) 

 

The human mind is never more guarded than when it is 

being asked to make a choice that defines its future. In the 

clinical silence of a corporate boardroom, perception is a 

manageable variable. But on the dusty, noisy streets of an 

Indian election campaign, that same perception becomes a 

swirling storm of emotion, tradition, and last-minute shifts. 

One evening, following a detailed committee meeting for 

the upcoming Sansad Ratna Awards, I sat down for coffee 

with Siddharth Mani. An energetic and vibrant advocate 

practising in Madras, Siddharth is the kind of young man 
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who represents the future of Indian public life. As a senior 

office bearer in the IT and Social Media wing of a leading 

national political party, he is deeply immersed in the 

mechanics of digital narratives and frequently discusses 

political trends with his senior leaders to refine his own 

political education. 

"Srinivasan Sir," Siddharth began, his eyes bright with 

curiosity, "I’ve seen how you use Image Audit to unearth the 

hidden heartbeat of a company or a college. But does the 

science hold up when you move from the corporate office 

to the election booth? Is the formation of perception 

different when a person is choosing a CEO versus choosing 

a Prime Minister?" 

I appreciated the depth of his question. "Siddharth, the 

formation of perception in human beings is identical, 

regardless of the environment. It is always built upon those 

five pillars we discussed: Performance, Experience, 

Reports from Others, Rumours, and Illusions. And people 

still only reveal their true selves under the Trinity of Truth—

when they are anonymous, in a group, or speaking to a 

neutral third person." 

"However," I cautioned, "while the formation is the same, 

the study of that perception is vastly different because of 

the noise." 

The Calm versus the Storm: Corporate Audit vs. Political 

Polling 
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I explained to Siddharth that when I administer an Image 

Audit for a corporation, I am a stickler for a "calm 

environment". I never conduct an audit immediately after a 

salary hike, a promotion cycle, or a high-profile reward. We 

want the mind to be settled, free from the temporary 

"spikes" of excitement or disappointment. This is how we 

capture the true, hidden baseline of perception. 

"Elections, by contrast, are another form of Image Audit, but 

they are conducted in a state of high emotion and 

excitement ," I said. "It is a noisy environment where the 

voter is bombarded by narratives until the very second they 

enter the booth." 

Siddharth leaned forward. "This explains the accuracy gap, 

doesn't it? If the corporate audit is done in the calm and the 

poll is done in the noise, which one can we actually trust?" 

"When an Image Audit is done in a group, in a calm 

environment, the outcome is ninety-five to nearly one 

hundred percent accurate. The respondents feel safe to be 

brutally frank. But in opinion or exit polls, despite the 

agencies being highly reputed and using advanced 

scientific tools, the respondents are rarely frank. Their 

perceptions shift due to caste factors, religious influences, 

and the 'cash for vote' phenomenon. This is why we see so 

many exit polls fail to predict the actual results in States like 

Maharashtra, Haryana, Madhya Pradesh, and Bihar." 
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The Shadow of Fake Data: A Personal Experience 

I then shared an episode with Siddharth that highlights the 

"Execution Gap" in polling—a story I witnessed with my own 

eyes. During a recent general election, a polling station was 

situated right on my street. A leading agency had requested 

a reputed college in Chennai to provide students for an exit 

poll, and since the Professor was a close friend of mine, he 

informed me that his students would be working in my 

neighbourhood. 

"I watched those two students from a distance," I told 

Siddharth. "The booth had 1200 registered voters, but 

being a middle-class area, the actual turnout that day was 

only about 400 people. These boys stood at one end of the 

street with their questionnaires and an anonymous drop 

box. Most voters simply walked away without responding. 

In my observation, barely fifty people actually gave their 

views to those students." 

I paused to let the numbers sink in. "The next day, I called 

the professor. He told me the boys had submitted six 

hundred and fifty response sheets. Because they were paid 

based on the number of data sheets they collected, they 

had fabricated six hundred fake responses. In their hurry to 

release results to the media, many agencies are unable to 

verify the quality of the data coming from the field. This is 

why the most scientific method in the world fails when the 

ground-level execution is compromised." 
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The Underlying Current: Waves and Anti-Incumbency 

Siddharth, ever the political strategist, asked about the 

concept of a "wave" or "anti-incumbency". "If the polls are 

so flawed, how do we ever feel the direction the wind is 

blowing?" 

"Even if we cannot predict the exact number of seats, a 

perception study can always give you the trend ," I replied. 

"When I conduct an audit of thousands of employees, I can 

feel the trend of the hidden perception after reading just a 

few hundred sheets. It is an underlying current." 

I used the metaphor of a college canteen. If the 

management asks students directly if the food is good, fear 

might force them to say "yes". But an Image Audit will 

unearth a trend of dissatisfaction that management never 

suspected. The same logic applies to politics. We call it a 

"wave" when there is a massive underlying current in favour 

of or against a party. 

"Take the 1977 general elections after the Emergency," I 

reminded him. "The opposition leaders were released from 

jail and formed the Janata Party in a hurry. They had almost 

no time to campaign. Yet, a powerful trend emerged: the 

entire South voted for Indira Gandhi, while the entire North 

voted against her—even she was defeated in her own 

constituency. Later, in 1984, the assassination of Indira 

Gandhi created such a wave of emotion that Rajiv Gandhi 

secured over 400 seats. Even in 1991, the Congress party 
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saw a massive surge in seats for the phases of polling held 

after Rajiv Gandhi’s assassination compared to those held 

before. These are moments where last-minute emotions 

sweep away all other factors." 

The Fifteen Percent: The Power of the Performer 

"Do voters really decide at the very last minute?" Siddharth 

asked, thinking of his own party's social media campaigns. 

"They do," I replied. "I have interacted with many Members 

of Parliament through our Sansad Ratna Awards. Every 

one of them tells me that in any constituency, about fifteen 

percent of the voters are 'fence-sitters'. While the others 

may have decided weeks in advance based on caste or 

party loyalty, these fifteen percent wait until the final forty-

eight hours. They want to vote neutrally for a performer." 

The MPs told me they campaign aggressively about their 

"Sansad Ratna Award" in those final two days. In a tough 

competition, those fence-sitters who prefer a proven 

performer become the deciding factor. This is the "hidden 

perception" of the performer finally tilting the scales. 

The BJP Audit: Capturing the Mindset of Leaders 

I then shared two personal assignments I had conducted 

for the BJP, which showed how Image Audit can help a 

political party internally. In 1999, after Atal Bihari 

Vajpayee’s government was defeated by a single vote, 

there was total confusion in the country. L. Ganesan, then 
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the Organising Secretary of the BJP, invited me to a 

meeting in Karur attended by nearly 400 district and taluk-

level leaders. 

"He asked me to study the mindset of these leaders 

regarding the volatile political situation ," I said. "I 

administered a questionnaire in Tamil and presented the 

report to the senior leadership." 

Later, when Dr. Kirupanidhi was the State President, he 

asked me to conduct a similar exercise across four zones 

in Tamil Nadu, each attended by about 200 field-level 

leaders. "I followed my strict protocol. I prepared my speech 

ensuring confidentiality, and volunteers collected the 

sheets, packed them, and couriered them to my office in the 

presence of everyone to ensure anonymity. Normally, a 

political worker is afraid to speak the truth to their leader for 

fear of being denied future opportunities. But because we 

used the Image Audit methodology, they shared their views 

frankly, helping the party plan its strategies based on the 

real ground reality." 

The Social Media Mirage: Urban vs. Rural Reality 

Siddharth Mani, given his role in the IT wing, asked how 

social media influences these perceptions. 

"Social media is an influencer, but it is not the sole driver of 

a voting perception ," I cautioned. "We often make the 

mistake of focusing on the thirty percent of urban voters 

who are vocal online. But seventy percent of India is rural. 
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A majority of rural voters do not have social media accounts 

and are not influenced by digital narratives. They base their 

decision on the 'Pillar of Experience'—how the government 

has treated them, their living conditions, and their direct 

reality." 

Social media often reflects only the trend of the urban 

middle class. To rely solely on it is to look at a distorted 

mirror. 

As Siddharth thanked me and left, I was reminded that in 

politics, as in life, the truth is rarely on the surface. It is 

buried in the silence of the village, the last-minute thought 

of the fence-sitter, and the anonymous heart of the voter. 

Takeaways 

• The Noise Factor: Unlike corporate audits done in a "calm 

environment," political perception is studied in a "noisy 

environment" where emotions can shift until the very last 

minute. 

• The Execution Gap: Polls often fail because ground-level 

data collection can be compromised by fake responses, 

rendering the most advanced scientific models useless. 

• The Deciding Minority: Approximately fifteen percent of 

voters are "fence-sitters" who decide at the last moment, 

often favouring performance over traditional loyalty. 
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• The Rural Reality: While social media dominates urban 

narratives, seventy percent of the electorate remains 

grounded in their direct experience and living conditions, 

largely untouched by digital trends. 

*** 
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Chapter 10: The Digital Mirage and the Human Truth: 

The Future of the Mirror Within 

(A definitive look at how the eternal mechanics of the 

human mind stand firm against the rising tide of AI and 

digital narratives, offering a roadmap for authentic 

perception in the modern age.) 

 

The journey we have taken together through these chapters 

has been a deep-tissue massage of the organisational and 

political psyche. From that first rhythmic encounter on the 

10:30 pm train to Bangalore—where I realised that 

anonymity is the ultimate key to the private world of a 

stranger—to the dusty, high-stakes battlegrounds of Indian 

elections, we have consistently found one unshakeable 

truth: the human mind is the final authority. 
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Whether it was five thousand years ago or five thousand 

years from today, the human brain performs its job of 

perception in the same fundamental way. Technology and 

Artificial Intelligence (AI) have merely become the latest 

influencing factors in a long history of external 

developments. They do not change the core of how we 

think; they only change the speed and scale of the 

information we consume. 

The Illusion Machine: AI and the Manufactured 

Narrative 

As we move toward the future, the greatest challenge we 

face is the systematic manufacturing of narratives. In our 

earlier discussions, we identified Illusions as the 

manufactured narratives and "brand values" created to 

project an image that may not always match the reality on 

the ground. Today, AI acts as a high-speed engine for these 

illusions, capable of generating thousands of fake reviews 

or social media comments that look and feel entirely 

human. 

Consider the three elements of identity we have explored: 

what we are, what we think we are, and what others think 

we are. You may be a fundamentally good person doing a 

good job. You may also think you are doing well. However, 

in the modern era, technology-driven narratives through AI 

and social media can project a person or an organisation 

wrongly. Under the pillar of "What others think we are," you 
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may be considered negative because of a digital 

hallucination that sways the common person’s mind before 

they can form an independent experience. 

This is the crux of the challenge. Perception formation 

remains the same forever; it is the influencing factors that 

change. There is no absolute right or wrong in perception; 

there is only the measurement of what people believe to be 

true at a given moment. 

The Trinity of Truth in the Google Form Era 

In the traditional Image Audit, the physical distribution of a 

questionnaire in a group setting ensured near 100 percent 

frankness. In our modern, fast-paced world, we cannot 

avoid using digital tools like Google Forms for convenience. 

However, we have seen that digital tools often create an 

Anonymity Gap—a fear of being tracked through IP 

addresses or email logins, which can kill the "brutal 

frankness" we seek. 

To ensure the credibility of the exercise and maintain the 

Trinity of Truth—Anonymity, Group Safety, and Third-Party 

Neutrality—we must introduce new techniques to give 

respondents confidence: 

The Supervised Digital Environment: Even when using 

Google Forms, we should administer them in a "controlled 

digital space" where respondents are physically present 

together. 
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Encrypted Confidence: Respondents must feel the same 

level of confidence they had when watching volunteers 

pack physical sheets into a courier box. We must use 

platforms that ensure individual responses are encrypted 

and untraceable by the management. 

Capturing the Gut, Not the Filter: Digital forms often act as 

a "Filter," allowing people to over-think and edit their 

responses to sound "polite". The methodology must 

encourage capturing the raw, unedited "First Perception" 

that flashes through the mind. 

The Future Roadmap: Data Speaks Louder 

As we conclude this book, I encourage every leader—from 

the CEO of a multinational to the Chairman of a rural 

college—to embrace the Image Audit as a Master Health 

Check-up for the soul of your organisation. 

The stories of the "Silent Worker" whose efficiency was 

missed by management , the senior experts who left 

because of a localized infection in HR , and the teacher who 

was saved from a "sinful" sacking because the students 

spoke the truth , all prove one thing: management 

perception is often a distorted mirror. 

Do not wait for the smoke before you look for the fire. Use 

the Image Audit to bridge the Reputation Gap. Understand 

that seventy percent of the nation is rural and grounded in 

their direct experience, largely unaffected by the social 

media mirage. 
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The "Mirror Within" is the barometer needed to lead with 

integrity. As long as you respect the human desire to be 

understood and provide the safety required for them to 

speak frankly, you will find the truth. All scientific methods 

and AI tools have no value before the depth of the human 

mind if they cannot capture that honest, anonymous 

heartbeat. 

Look into that mirror before the cracks start to show. The 

reflection is waiting to tell you who you truly are. 

Takeaways 

• Technology is an Influencer, Not the Source: Perception 

formation is an eternal human process; technology only 

changes the speed and scale of the narratives that influence 

it. 

• The Hybrid Solution: While digital convenience is necessary, 

maintaining a "Supervised Environment" is the only way to 

ensure anonymity and bypass the "Filter Effect" of over-

thinking. 

• Bypass the Mirage: Focus on Performance and Experience—

the two pillars that eventually shatter any digital illusion or 

manufactured narrative. 

• The Perishable Truth: An Image Audit is a barometer; acting 

on it forty days late is often the same as not acting at all. 

*** 
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Chapter 11: The Courage to See: Reclaiming Truth 

through the Master Perception Check-up 

(A final call to action for leaders to overcome the 'Fear 

of the Truth,' embracing the rigorous diagnostic power 

of the Image Audit to secure the health and longevity of 

their organisations.) 

 

The journey of a thousand miles, as the saying goes, begins 

with a single step. But in the world of corporate and political 

leadership, that step is often blocked by a wall of fear. Over 

decades of conducting Image Audits, I have observed a 

recurring syndrome: many corporates and educational 

institutions hesitate to peer into the "Mirror Within." They 

are afraid of what they might see.  

It is a curious piece of human psychology. It is exactly like 

a patient who refuses to go for a blood test because he is 
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afraid of the results. They would rather live in a state of 

"comfortable ignorance" than confront a diagnosis that 

requires action. In the same way, top managements often 

cling to the comforting illusion that their employees are 

perfectly happy and deeply in love with the organisation. 

But as we have learned, unless you test the perception, you 

cannot understand the reality.  

Full-scale Image Auditing 

This hesitation often manifests in the smallest details of the 

audit design. I remember a specific instance when the top 

management of an organisation suggested that I start the 

rating scale from 1 to 10, rather than 0 to 10. They were, 

quite simply, terrified of receiving a "zero."  

I remained firm. To get the real pulse of the stakeholders, 

you must start from zero. In my experience, only the truly 

frustrated or deeply hurt individuals mark a zero. These are 

not "bad" responses; they are the most valuable data points 

in the entire system.  

When I see a zero, I do not ignore it. I dive deep into that 

specific response. These individuals often provide far more 

information in their open-ended comments than those who 

mark a moderate 5 or 6. They are the "early warning 

system" for the local infections we discussed in Chapter 7. 

By convincing management that zero is not a failure but a 

diagnostic tool, we open the door to real corrective 

measures.  
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The Master Perception Check-up: A Leadership Duty 

We must view the Image Audit as a Master Perception 

Check-up, identical in importance to a Master Health 

Check-up. Whether the results are pleasing or painful, the 

check-up is conducted in the interest of the organisation's 

long-term health. Ignoring hidden perceptions does not 

make them go away; it only allows them to fester until they 

explode into a full-blown crisis.  

To lead with integrity is to have the courage to ask, "How 

are we actually perceived?" and the humility to accept the 

answer. It is about moving beyond what we think we are to 

understand what we actually are in the eyes of those we 

serve.  

The Eternal Wisdom of Perception 

The importance of seeing the truth clearly is not a modern 

corporate invention; it is a principle etched into our ancient 

wisdom. In the Bhagavad Gita, Lord Krishna teaches us 

about the clarity of vision: 

"As a lamp in a windless place does not flicker, so the 

disciplined mind of a yogi remains steady in the meditation 

of the Self." 

For a leader, the "Self" of the organisation is its reputation. 

To keep that lamp steady, one must clear away the winds 

of Rumours and Illusions. Similarly, Chanakya, the 

master strategist, reminded us that: 



The Mirror Within:  Unveiling Hidden Perceptions through Image Audit 

89 

 

"A person who cannot see the truth through the eyes of 

others is blind, even if they have eyes." 

This is the essence of the Image Audit. It provides you with 

the eyes of your stakeholders.  

As you close this book, I encourage you to stop guessing 

and start measuring. Embrace the "Mirror Within." Seek out 

the "brutally frank" truth, even the zeros. For in that truth 

lies the power to improve your strategies, motivate your 

silent heroes, and build a legacy that stands the test of time.  

The mirror is ready. Are you? 

Final Takeaways for the Legacy Leader 

• Overcome the Diagnosis Fear: A "0" rating is not a 

threat; it is a vital piece of intelligence that reveals the 

most critical areas for reform.  

• The Pulse of the Frustrated: Deeply analyse the 

voices of the most dissatisfied stakeholders; they often 

hold the keys to preventing future crises.  

• Routine Maintenance: Treat perception studies as a 

recurring "Health Check-up," not a one-time emergency 

measure.  

• Ancient Strategy, Modern Tool: Use the Image Audit 

to achieve the clarity of vision recommended by the Gita 

and Chanakya, ensuring your leadership is grounded in 

reality, not illusion.  
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The Noise Factor: Unlike corporate 

audits done in a "calm environment," 

political perception is studied in a "noisy 

environment" where emotions can shift 

until the very last minute. 

 

- Prime Point Srinivasan 

 

 

 

 

 

 



The Mirror Within:  Unveiling Hidden Perceptions through Image Audit 

91 

 

 

 

 

 

 

 

 

 

Media Reports on Image Audit 
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"A person who cannot see the truth through 

the eyes of others is blind, even if they have 

eyes. This is the essence of the Image Audit. It 

provides you with the eyes of your 

stakeholders.” 

 

- Prime Point Srinivasan 
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Annexure  A – Image Audit as design tool in 

communication strategies 

 

The Hindu 26 April 2000 
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The Hindu – 26th April 2000 

R. Gopalakrishnan  in Madras  

IT CAN perhaps be said of organisations that, as in the case 

of individuals, they have three identities: what they are, 

what they think they are and what    others think they are.  

Very often the three identities do not coincide. And it is in 

the interest of the   organisation concerned - be it an 

industrial/commercial undertaking, service   sector 

company or non- business (political, social, cultural, ethnic 

etc) body -   to know what its `image' is, so that it could take 

corrective steps in terms of   its own objectives.  

Such `images' are of two kinds - one that prevails within 

the   business/organisation concerned and another that 

prevails outside,    embracing various sections of the public 

that could be described collectively    as ``stakeholders''.  

The internal image largely relates to perceptions about the 

organisation held   by employees/executives in the case of 

businesses and perceptions held by 

leaders/members/office-bearers in the case of non-

commercial   organisations. 

The external image, in the case of a business, would 

embrace perceptions   about the business/company 

prevailing among customers/consumers,    suppliers of 

products and services to the company, 

shareholders,    government authorities, media and the 
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community located around specific   factories/complexes. 

Similarly, in the case of a non-commercial/non-

business    organisation, the external image could, 

depending on the nature of its activity,   comprise images 

held by voters, beneficiaries of the organisation's 

services,   government officials, the community at large and 

the media.  

While market surveys and brand research have been 

common in India for    decades, little attention has been 

paid to assessing the internal and external   images of 

businesses/organisations. Such an exercise, known as 

``image audit'', has, however, started becoming popular in 

the country, particularly in   the context of increasing 

competition in the economic environment, says Mr.   K. 

Srinivasan, promoter of Prime Point Public Relations, which 

has carried  out image audits, internal and external, for 

commercial and non-commercial   organisations.  

Internal image  

Mr. Srinivasan emphasises the value of image audit 

particularly in the    designing of both external and internal 

communication strategies of    organisations. ``Before one 

communicates either internally to one's own    employees 

(in the case of business/industrial establishments) or 

to    members/office- bearers/leaders (non-business 

organisations), one should   know what the internal 

stakeholders think about the organisation,'' he points    out.  
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For instance, there could be widespread dissatisfaction 

among employees    of a company. The management might 

think this is attributable to unattractive  wages and keep on 

increasing its wage bill as a remedy. But this would 

only    raise costs without yielding results, if the roots of 

dissatisfaction lie in other factors like lack of faith in the 

fairness of decision-makers in the company, or   lack of 

awareness of the business goals or long- term vision of the 

company   among the employees.  

In the case of several organisations, especially non- 

commercial ones,  including political parties, the wide 

variety of their members' backgrounds, in    terms of years 

of adherence/ membership, age, sex, literacy level 

and  rural/urban origin would produce a complex of images 

within the  organisation. The perceptions of members about 

their own organisation   could be as important to decide on 

actions including communication as in the   case of 

businesses.   

Be it internal or external images, the first step is to find out 

through image   audits the essence of the image. The next 

stage is to design proper tools of   communication 

(internal/external) to correct the image if it is negative 

but  does not correspond to reality. If,  on the contrary, the 

image audit reveals real  weaknesses (negative image 

revealing negative realities), then the   corrective step 

should be taken within the organisation.  
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Confidentiality 

What is most important in the conduct of image audits, 

according to Mr  Srinivasan, is total confidentiality of the 

exercise to attract genuine and  dependable responses. It 

is from this point of view that those who respond to 

questionnaires are asked not to mention their names and 

identities and their    individual responses are not shown 

even to the organisation which    commissions the audit.   

Of course, the selection of sample, design of questions, 

their precision and   brevity, and the methodology of 

analysis of responses to come out with   proper conclusions 

and recommendations are other major aspects, 

he    adds.In the case of a bank, it was found from image 

audits that its external image was better than its internal 

image and that there was a need for    improvement in its 

communication vis-a-vis the media whose reports were 

undermining the morale of the workforce more than that of 

customers.   

In the case of a political party, the internal image among 

relatively new   members differed substantially from that 

among older ones in crucial    aspects, and a similar divide 

was seen between rural and urban followers on    some 

issues. A software company has launched a human 

resource  improvement programme following the conduct of 

an internal image audit.``In  developed countries, several 

companies have a public relations policy    approved at the 
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board level. It is time businesses and organisations in 

India    realise the importance of proper internal and 

external communications in  furthering their objectives and 

efficiency'', says Mr Srinivasan.  

Articles, discussion group and quotes on Image 

Management are available  at the consultancy's web 

site http://www.prpoint.com 

 

*** 
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Annexure B – More Interaction with Media will help 

enhance Police Image 

 

 

The Hindu 3rd Dec 2001 
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The Hindu – 3rd December 2001 

By Our Special Correspondent  

CHENNAI, DEC. 2. Non- interference, particularly by 

politicians, in police functioning, transparent working of the 

department, a professional approach and more interaction 

with the media would help enable the police to present a 

better image of themselves. 

These suggestions came forth during a panel discussion on 

``Tamil Nadu Police-an image audit'', organised by Prime 

Point Foundation, a public trust for promoting public 

relations and communication awareness, here on Saturday. 

Besides the former Tamil Nadu Director-General of Police, 

Mr. V. R. Lakshminarayanan, Mr. S. Ganapathy, DGP 

(Training), Mr. J. K. Tripathy, Joint Commissioner of Police, 

South Chennai, Mr. R. Desikan of Consumers Association 

of India and Mr. G. C. Shekhar of Hindustan Times 

constituted the panelists for the programme, anchored by 

Mr. T. Kannan, former Joint Director (News), Doordarshan. 

Presenting their views from their professional experience 

and lacing them with lively anecdotes, speakers felt that a 

vigilant Press, transparent functioning by police and greater 

interaction with the media to dispel rumours were 

necessary to enhance police image. The public perception 

of police should also be understood so that the police were 

able to discharge duties in a more effective manner. The 

Press could avoid highlighting trivial issues. 
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"The trouble in this country is that everything is getting 

politicised'', pointed out Mr. Lakshminarayanan quoting 

various incidents during his career. Politicisation of police 

and criminalisation of politics should be stopped. The media 

had to play its role and the judiciary should give up its 

lackadaisical attitude, he said. 

The media presented the news only in a balanced way. If 

the police erred, the Press had the right to present it to the 

public, pointed out Mr. Shekhar. 

According to Mr. K. Srinivasan, founder-managing trustee 

of the trust, a police image audit was conducted among 

randomly selected 175 respondents. The exercise revealed 

that the police investigation skills seemed to be uppermost 

in the minds of the people. A large number of respondents 

felt that the police should avoid political interference and 

there were also suggestions that the force be autonomous. 

 

*** 
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Annexure C – Postal Department to focus on 

Customer Care 

 

The Hindu 28th January 2001 
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The Hindu - 28th January 2002  

by T Ramakrishnan  

Chennai Jan  27 : Customer care is the latest 'mantra' of the 

Postal department. To sensitise its officials, the department 

has taken up a set of measures. 

Every Sunday, orientation programmes are held for counter 

staff, postmasters and superintendents. In the beginning, 

officials of the Chennai Central Division were given training. 

"Gradually, we plan to cover officials of other divisions in 

the city"' according to Dr U Srinivasa Raghavan, Chief Post 

Master General of Tamilnadu Circle. For this purpose, the 

services of PR professionals are made use of.  

Besides, two officials of the department's customer care 

centre have been contacting 25 persons chosen on a 

random basis every day to get feedback on the quality of 

service, areas of improvement, and complaints, if any. "The 

response has been encouraging", Dr Srinivasaraghavan 

says, adding that the department began this exercise two 

weeks ago. 

Though firms and corporate institutions are also contacted, 

the officials' concentration for the interaction has been on 

individuals, who are selected after browsing the telephone 

directory. 
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So far, the approach of the customer care centre was re-

active, responding to complaints or grievances that were 

received by the department. "We want to change this and 

make it pro-active", the CPMG says. 

Recently, a customer care audit (image audit) on T. Nagar 

head post office was carried out by an external agency. 

The findings were not only followed up at the post office 

concerned but they have also been circulated to other post 

offices. 

 

*** 
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Annexure D – Briding Communication gap – 

Corporation Bank way 

 

 

The Hindu 1st January 2003 
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The Hindu 1st January, 2003 

By Our Special Correspondent 

CHENNAI DEC. 31. Frailty, thy name is union. Or, how else 

can one describe the state of trade unionism in India? A 

fundamental avocation of yester-year, the trade unionism 

has become irrelevant and unionists jobless in the post-

liberalisation era. The existential problem has seen 

members lose trust in their leaders and unions. 

Precisely against this backdrop, the Corporation Bank 

Officers' Organisation (CBOO) has chosen to look inward 

and do course correction.For the first time perhaps in the 

annals of the Indian banking industry, the CBOO has gone 

in for an independent image audit. The ostensible objective 

of this endeavour is to discover what its members think 

about the organisation, its leaders and the like. The audit 

was carried out by the Chennai-based consultant, Prime 

Point Public Relations, and covered nearly quarter of 

CBOO members in ten centres across the country. 

The exercise has brought out couple of crucial elements 

that appear to have the potential to weaken the existing 

CBOO structure. The non-existence of second-line 

leadership at the central level and the almost weak 

leadership at regional levels have, according to the audit, 

widened the communication bridge with members. Not 

surprisingly, many have suggested regular interactions 

between the leaders and the cadres. The central leadership 
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appears to have passed the muster vis-a-vis handling 

collective problems.But the management of micro 

grievances by the top leadership has come under flak. What 

has come out loud and clear through this audit is that the 

CBOO leadership must beef up communication by 

employing modern tools. 

This has to be done if CBOO were to remain relevant and 

retain the confidence of its members.  

One may argue that the CBOO could have gone in for this 

exercise much earlier. Nevertheless, it is better late than 

regretting forever.  

In earlier times, the unions and their leaders had managed 

to run their writs with the managements and their cadres 

fairly easy. 

Things have turned topsy-turvy post-liberalisation. The 

CBOO exercise is sure to make others too to sit up and 

relay the links with their cadres. 

 

*** 
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Annexure E – Image Audit launched for Educational 

Institutions 

 

 

The Hindu 12th March 2007 
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The Hindu 12th March 2007 

AMUTHA KANNAN 

Chennai-based non-governmental organisation Prime 

Point Foundation has launched Image Audit solution for 

educational institutions of Coimbatore region. With this, the 

educational institutions can now get to know their exact 

standing amongst key stakeholders like employees and 

students. 

Image Audit is the study of `hidden perception' amongst 

various stakeholders. Normally, when the stakeholders are 

asked to give their views on the institution, they will always 

hesitate and not be frank. But when they are asked to give 

their views anonymously and in groups, they open up and 

express. This is the basic principle of Image Audit. K. 

Srinivasan, the Lead Auditor says, "While an institution 

regularly audits finance and stocks, it never audits its image 

amongst key stakeholders. Image Audit helps to 

understand the perception. It is a like a `Master health 

check-up' for a human being. In other words, it is a "Master 

perception check-up. 

 

"He further says, "Normally, in every educational institution, 

the important stakeholders, including employees and 

students will have their perception on the management. The 

`hidden perceptions' of the employees will help the 

managements to plan their strategies suitably, if found out. 
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Image Audit provides the `perception study'. It is the only 

tool that can help the management to understand the 

`hidden perception' and deficiencies in the system in time 

and prevent any possible crisis. Image Audit also helps the 

management to build its brand amongst its stakeholders, by 

understanding the real needs." 

 

Image Audit is becoming increasingly popular the world 

over. Because of the importance of `perception study', 

some of the leading Global Research Organisations have 

started undertaking this. Understanding the growing 

importance of Image Audit, Anna University, Chennai has 

included it as a paper for PhD students in Communication 

studies. 

 

Mr. Srinivasan explains the various stages of Image Audit 

like discussion with the management to understand the 

issues and preparation of questionnaire to suit the different 

stakeholders, test auditing the questionnaire and finalising 

the questionnaire and administering the questionnaire to 

the stakeholders. Grouping the target audience and asking 

them to respond with an assurance of anonymity is also part 

of the procedure. 

 

Coding and data entry, analysis of collected data, 

preparation of draft report, discussion with the management 
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and presentation of the draft report is carried out before 

submitting the final report to the management. 

Prime Point Foundation has been using the concept of 

Image Audit successfully since 1999. Case studies can be 

viewed on the website www.imageaudit.com 

 

*** 

 

  

http://www.imageaudit.com/
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Annexure F – Image Audit Solutions for Coimbatore 

Industries 

 

The Hindu 3rd August 2007 
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The Hindu 3rd August 2007 

Image Audit solutions for Coimbatore Industries 

Staff Reporter 

Coimbatore: Chennai-based Prime Point Foundation and 

Masscom Public Relations, Coimbatore, will offer image 

audit solutions to industrial establishments and educational 

institutions here. According to a release, in the first phase 

some of the engineering colleges in Coimbatore have 

initiated the process of image audit to study the hidden 

perception of their students and faculty members. This will 

enable them to re-engineer the management strategies and 

improve their performance. 

***  
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Annexure G - Paris NGO studies Amma’s Moody Staff 

 

The Indian Express, 7th October 2004 
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Indian Express, 7th October 2004 

Paris NGO studies Ammas moody staff  

Ahead of Diwali bonus, it seeks to know opinion of 

employees on strikes  

EXPRESS NEWS SERVICE  

Posted online: Thursday, October 07, 2004 at 0207 hours 

IST 

 

CHENNAI, OCTOBER 6: Just as Tamil Nadu Government 

Employees Unions are gearing up for another round of 

confrontation with the Jayalalithaa regime for the Diwali 

bonus, an international agency has launched the first-ever 

survey to assess the moods and levels of aggression 

among the state government staff. 

The Paris-based Public Services International, to which 

over 600 unions across the world are affiliated, has chosen 

Tamil Nadu due to just one factor: The month-long strike by 

government employees that the state witnessed last year 

and the governments unprecedented move later, to sack 

over a lakh employees overnight. 

Will you resort to a strike to get concessions from the 

government especially after the Supreme Court banned 

strikes, is one of the questions put to 3,000 employees 

spread across four districts. 
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The questions mostly revolve around the employees views 

on unions and strike: Are unions necessary to get 

concessions from the Government? 

Should unions have political affiliations? Do unions take 

decisions in line with their political interests? 

It was a comprehensive questionnaire maintaining strict 

anonymity of the respondents with just the details of their 

age, gender and the number of years they had put in 

government service obtained, according to K. Srinivasan, 

chairman of the Chennai-based Prime Point Public 

Relations (P) Ltd, which had been engaged by the PSI to 

do the Image Audit study. 

The first phase of the survey covered four districts 

Cuddalore, Vellore, Tiruchi and Chennai. 

Qualitative data has been collected on all contentious 

issues related to workers moods from a representative 

sample of 3,000 respondents, Srinivasan told reporters 

here today. 

The questionnaires were handed over by the field staff to 

almost the entire range of government employees starting 

from the village administrative officers in the four districts. 

IAS and police officers were kept out of the purview of the 

survey. Since most government employees usually do not 

get a chance to voice their true opinion on issues, even in 
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close-door meetings, the idea of the image audit was to 

understand their mindset, Srinivasan said. 

The findings should help bridge the gap between the 

employees and the government, and help both the trade 

unions and the powers-that-be to accurately shape their 

respective strategies in future in dealing with issues, he 

added. 

The survey would also help the Tamil Nadu government 

feel the pulse of employees and workers in Tamil Nadu and 

find out if they are getting increasingly belligerent. 

 

*** 
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Our Publications 

 

Prime Point Foundation has published more than 50 

books in digital and print formats.   All books are 

distributed free of cost.   The books can be 

downloaded from the following link. 

https://tinyurl.com/PPFpublication 

 

 

https://tinyurl.com/PPFpublication
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