
INTRODUCTION 

Human Behavior is a vast area of study and psychology attempts to derive theories to attempt to 

understand and generalize the human behavior. If any individual is able to understand the basic 

principles of how to behave, then it will be easy to understand people and live a peaceful life at 

home and work. In today’s work culture people are dealing with a lot of people belonging to 

different nationalities, cultures and mentalities. A manager at workplace who has earned his 

management degree and has a good number of years of experience assumes himself in the 

position to handle people. However, it is not so easy. Managers also need to understand the 

human behavior as they are going to deal with human beings after all.  

Transactional Analysis to the rescue!  

Dr. Eric Berne (1961) has designed a model known as Transactional analysis and also known as 

P-A-C to understand human behavior. This model enables an individual to understand himself 

and others better to have fruitful conversations at work which are result oriented. Transactional 

analysis is a psychoanalytic system to understand human behavior. It is based on the ideas of 

Freud but different in a distinct manner. Transactional analysis brings to light the three ego states 

namely Parent ego state, Adult ego state and Child ego state. These ego states are predominantly 

observed in every individual of any age.  Parent ego state promotes behavior which symbolizes the 

parent characteristics in us. There are two kinds of Parent ego state which are Controlling Parent and 

Nurturing Parent. Controlling parent behavior is synonymous with rules, principles, the dos and the 

don’ts. The Nurturing parent behavior is exhibited by being caring, nurturing and shows a lot of 

acceptance towards individuals for how they are. This Parent ego state is like the mother and father in an 

individual taking turns to dominate each other’s voice and help an individual make a statement or a 

decision in that direction.  

The Adult ego state in an individual is a rational and a logical one which thinks of the present 

and here and now of the individual and helps him or her make a decision dependant on the 

present in a non-biased and a non personal manner.  

The Child ego state is again further bifurcated in two different types viz: Adapted Child and Free 

Child. The Adapted child ego state refers to a state in which an individual would either comply 

to or rebel against the rules as applied by the Parent of the individual. The Free child ego state is 

the one where the individual is independent, creative and a lot more individualistic in approach. 

A free child is always the one with a bright and shiny smile with curiosity in his or her eyes.  



All individuals are made up of such ego states which operate at different times and when two 

individuals interact, their ego states interact. Such interactions are called as transactions between 

two individuals from which the title Transactional Analysis is derived.  There are 3 types of 

transactions or interactions. These transactions are most importantly understood as 

communication patterns that can guide the reader to understand how an individual must or must 

not initiate or respond to a conversation.  

A Complementary transaction is the one where both the individuals are conversing with each 

other in the same ego state.  

 

     

 

    

 

    

   Fig(i) 

Let us understand a complementary transaction with the help of an example. A teacher looks at 

the student who is late and questions him, “Do you know the time?” The student answers the 

teacher by apologizing and promising never to be late again. This is a complementary 

transaction.  

A crossed transaction is the one where one individual is in a different ego state and another one 

is a different ego state. In order to understand a crossed transaction let us understand an example 

for the same. When an individual in adult ego state asks, “Can you tell me what time it is?” the 

response given by another individual is received as, “Why are you always rushing me?” This 

response is given by the child ego state of the other individual. This will lead to a confused 

perception in the mind of the first individual as he or she would not understand why he did not 

receive a correct response for such a simple question. This results in a Crossed transaction. 
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 Fig(ii) 

A Crossed transaction is better as there will be scope to redirect the conversation to turn it into 

complementary transaction.  

An ulterior transaction is the most dangerous transaction and is very unfavorable to any to 

individuals or an organization. In this transaction two ego states run in parallel when one 

message is transmitted from one person. There are hidden messages in this transaction which 

may or may not be difficult to understand and evaluate accordingly.  

 

     

 

    

 

    

Let us understand a case example for this: 

Confederation of Indian Railway Trade Union demanded the Government of India (the 

employer) to pay bonus in 1974. This confederation was headed by Mr. George Fernandez. A 

crucial meeting was organized between Mr. Fernandez and the then Prime Minister Mrs. Indira 

Gandhi along with other railway trade union leaders and the officials of Indian Railways during 

the first week of May, 1974. The meeting went on up to 10 p.m. PM, Mrs. Indira Gandhi could 

not convince Mr. Fernandez of her suggestion to solve the problem since he was offering counter 

proposals for every proposal made by the PM. Then PM told Mr. Fernandez as follows:” Mr. 

George, now the time is 10 p.m. We will solve the problem amicably. Therefore, shall we 

resume the negotiations tomorrow at 8.00 a.m.?” Mr. George felt very happy of the change in 

mind of the PM and accepted this proposal. 

Next day, Mr. L.N. Misra attended the negotiations on behalf of PM. Mr. Misra told the union 

leaders that PM had some other urgent work and therefore she deputed him. Mr. Misra listened 

to Mr. George for an hour and ultimately announced that he has no authority to meet the 

demands of the railway employees. This announcement made the railway trade union leaders and 

Mr. Georgerealize that PM deceived them.   
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PM had two ego-states within her when she told Mr. George that we will solve the problem 

amicably. One ego-state was that of a Parent (critical and control) and the other was Adult (to 

solve the problem). She exhibited Adult ego-state but she meant Parent ego-state. The 

consequence of this transaction was a major railway strike. 

The common link for this is derived from the JOHARI window developed by Joseph Luft and 

Harry Ingham (1969). A Johari window is the diagrammatic representation of each type of 

individual who is traveling in his mind to know himself better by the day. The Johari Window 

model is a window to know ourselves in the best possible manner.  

 Fig (iv) 

Quadrant 1: 

It is the open area of a person’s life where things are known both to the person and to others. 

This is the area in which we should generally operate to be effective in interpersonal relationship.  

One key to effective management is for managers to know themselves and their people which 

can be done by operating in this area.  The larger this area, the greater the individual’s contact is 

with the actual world. He is more available with his abilities and needs to self and others. 

Usually an Adult and Nurturing Parent ego-states can be found in this area. 

Quadrant 2:  

It contains things unknown to the individuals about themselves, but known to those around them.  

This is the blind area of a person’s life.  Feedback from others is the way to decrease this blind 



area and enlarge the open area. In the blind area, we are more likely to unknowingly hurt other 

people and do things they do not like.  We may be poor managers and not even known it.  

An adapted child ego-state can be found in this area. 

Quadrant 3:  

It is the hidden area of a person’s life where things are known to the person but not to the others.  

This area is also called as the hidden area.  This area generally contains an individual’s feelings, 

opinions, prejudices and past history.  Minimizing these hidden things will make for better 

interpersonal relationships are work and in our personal lives.  He should also demonstrate 

empathy towards others and a concern for others.  

A critical parent ego-state can be found here. 

Quadrant 4: 

This is the unknown area of a person’s life where things are not known to that person or to 

others.  By sharing and receiving feedback, we can reduce the unknown area; but the best way to 

reduce it is to encounter new and different situations. This area is called as the “undiscovered 

self” or the dark area.  Operating in this area often leads to misunderstanding which creates 

interpersonal conflict. 

Having known this it is also important to know how well one can handle emotions whether at 

work or home. Hence, the concept of emotional quotient has emerged. 

Understanding JOHARI window is just an insight into categorizing people into 4 quadrants. 

JOHARI window also indicates how we attribute the events in our lives to ourselves or other 

things or people. This is known as the Locus of control.  Understanding transactional analysis 

actually helps in shifting our quadrants and when we know ourselves and others it becomes 

easier to transact with each other without the fear of being judged and without the fear of 

miscommunication.  

 


