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LEADERSHIP SKILLS & 

BUSINESS CAPABILITIES - 

THE MANTRA FOR SUCCESS!
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7.1. Leadership Excellence

Demonstrating Personal Excellence 
- The will to win, the urge to reach your full 
potential

Personal Excellence is the path to our 
success at work and in life in general. It 
means possessing good qualities in high 
degree. It’s about developing a winning 
mind-set that wants to be great at 
everything that you do.

Producing your best in any given situation, 
within or without a conducive environment 
to do so - to be better than last time, every 
time. Your only competition is yourself, 
yesterday.

Striving for personal excellence does not 
mean becoming a perfectionist. Perfection 
is something that we can never achieve, 
although many people want to try living 
a perfect life. On the other hand, you can 
strive for personal excellence. Aristotle 
said, “We are what we repeatedly do. 
Excellence, then, is not an act, but a habit.”

Developing excellence is a deliberate 
process and takes time, yet it can be 
developed by creating a personal strategy 
– a game plan. Striving for excellence starts 
when a person has specific goals. Making 
goals a reality requires more than just 
thinking about it. Goals need to be written 
down and a plan of action put in place. 

“Seek excellence, success will follow” 
(Aamir Khan, 3 Idiots)

Driving Extraordinary Performance – 
value through accomplishment

High Performance means bringing your 
best to everything that you do. It’s about 
being focused and working with the 

intention of creating results that benefit the 
stakeholders in any given situation. Its also 
about encouraging and supporting your 
teams to do the same. Lead by example. 

Driving Extraordinary Performance in 
the workplace means giving your staff the 
tools and processes to put them on the 
path of excellence, identifying individual 
strengths and encouraging people to play 
to their strengths and seeking assistance or 
outsourcing their areas of weakness. Self 
motivation and discipline will occur when 
participants understand the ‘why’ behind 
their desire to achieve excellence.

Extraordinary performance also means 
never accepting the second best. And the 
best is only delivered by a motivated team. 
It can never be driven with force. It has to be 
nurtured, cajoled, encouraged and pushed. 
It also has to be guided and rewarded.

Coaching and Developing Leaders

A key function of a great leader is to help 
create more. Great leadership means 
coaching others and help them identify 
their unique strengths and weaknesses 
and tie them to their personal and career 
aspirations. They encourage leaders to 
establish long-term development goals 
and help them conceptualize a plan for 
attaining them. They design step plans 
about their role and responsibilities in 
enacting development plans, and they 
give periodic instructions and feedback.

Coaching for leadership also means 
delegating – giving challenging 
assignments, even if that means the tasks 
won’t be accomplished quickly. In other 
words, these leaders are willing to put up 
with short-term failure if it furthers long-
term learning. Leaders who ignore this 
style are passing up a powerful tool: its 
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impact on climate and performance are 
markedly positive.

Accepting and Enabling Change

Change is inevitable. It is wiser to lead it 
than follow it. If you follow it, you will rue 
it at each turn but if you lead it, you could 
laugh all the way. To do this, leaders must 
build cultures that accept change, not as a 
random occurrence, but as a constant event. 

“The companies most likely to be 
successful in making change work to their 
advantage are the ones that no longer view 
change as a discrete event to be managed, 
but as a constant opportunity to evolve the 
business. … In these organizations, change 
readiness is the new change management.” 
(Harvard Business Review). These 
organizations have cultures that foster 
innovation and collaboration and accept 
risk and failure. 
Leaders must help employees understand 
why change is necessary, create an 
environment of open communication 
and build teams with complementary 
competencies and strengths. Being aware 
of the impending change is the first step. 
Change awareness means scanning the 
environment for opportunities, focusing 
on emerging trends and planning for the 
future. Leaders should create processes 
agile to change, be able to quickly shift 
resources to the place they make the most 
difference and have the capacity to stretch, 
if required.
Leaders should also have the capability to 
manage the reaction to change. This could 
be both at the people level as well as at 
process level. Their ability to appropriately 
analyze problems, assess risks and mange 
the reactions of employees is an important 
quality in a successful leader. This focus 
ensures that the company can sustain the 
day-to-day business while reacting in a 
timely and appropriate manner to self-
initiated and market-dictated change.

Building Better Relationships – 
Collaborate, not Compete! 
Where every member of a business team is 
a “leader.” In a process-managed enterprise, 
leaders don’t give commands, they transmit 
information, trusting the team members’ 
competencies and gaining accountability 
through transparency. True leadership is 
about cooperation, not control. It’s about 
acting on opportunities, and letting others 
lead the leader when they know best about 
getting stuff done (Robin Sharma)
This is true for relationships outside of 
employer – employee as well. As businesses 
are expanding rapidly, more and more 
leaders are finding that collaboration gives 
results which are faster and better. The value 
of improved relationship can last a lifetime. 
In this connected world of e-mail, phones, 
social media and more sophisticated tools, 
it is so much easier to reach out to almost 
the entire world for views and support. 
Even traditional leaders are acknowledging 
that even their best individual efforts 
can’t stack up against today’s complex and 
interconnected problems. They are putting 
aside self-interests and collaborating to 
build a new infrastructure to advance their 
shared objectives.
Establishing revolutionising and modern 
practices require new and open thinking; 
JeroenBoschma, in his book Generation 
Einstein, asserts that since World War II 
the current generation of youngsters are 
the first to exceed their parents’ generation 
in a number of positive qualities. They are, 
amongst other things socially minded, 
co-operative, bright, and involved in 
ways their parents were not. They have 
the ability to absorb and digest a high 
amount of multi-channel information. 
They share experiences directly through 
blogs and wiki’s without the interference 
of a management layer. They are directly 
connected 24/7. This generation, with care 
and coaching could well be the true leaders 
for the new business world.
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Enhancing Business Acumen - 

Knowing what you do is infinitely better 
than doing what you know. In the world of 
business today, knowing what you do well 
is gaining importance. Agility and ability 
to make good business judgements is as 
important as the judgement itself. 

A successful leader today is more 
thoughtful, builds clearer logic underlying 
business decisions, pays closer attention 
to key dimensions of implementation 
and operation, and is generally a more 
disciplined performance manager. He 
understands how the moving parts of 
a company work together to make it 
successful. How financial metrics such as 
profit margin, cash flow, and stock price 
reflect performance of the whole and 
how well each of those is doing its job. An 
organization full of high business acumen 
individuals can expect to see leaders with 
a heightened perspective that translates 
into an ability to inspire and excite the 
organization to achieve its potential. 

In 2011 Ram Charan, Stephen Drotter, 
and James Noel studied the process and 
criteria for selecting a group manager, and 
suggested that the process and criteria 
are similar as that for selecting a CEO. 
According to them an obvious criteria 
for selecting a leader is well-developed 
business acumen. 

7.2 Excellence Models – the 
Enabler to Progress
Business Excellence (BE) is about 
developing management systems and 
processes to improve performance, create 
value, and achieve superior business 
results. It is about achieving excellence 
in everything that an organization does 
including leadership, strategy, customer 
focus, information management, people 
and processes. It includes continuous 
improvement, preventative management 
and management by metrics. The 
philosophy can be looked at both from 
the point of view of self assessment as 
well as improvement and growth. BE 
can clearly identify strong and weak 
areas of management practice so that 
benchmarking  can be used and best 
practices be deployed to achieve improved 
outcomes continuously.
BE is also a behavioural mindset. It is the 
urge to do things right. BE has to permeate 
as a culture throughout the organisation.

There are several Business Models 
available to help companies follow 
a rigour. Many of them are basic 
systematic behavioural assessors and 
have been in use for long. Some of them 
are more sophisticated and have an in-
built complex set of parameters to be 
followed for strict adherence.

Sourcing (service providers/clients)
Software/systems development

Human capital management
Quality management
Data-driven decision making
Infrastructure management
Information security management
Customer-centric service delivery
Generally accepted IT control objectives

eSourcing Capability Models
CMM for Software, CMMI-DEV 
CMMI-SVC
People CMM
ISO 9001:2000
Six Sigma
ISO 20000/BS15000/ITIL
ISO/IEC 17799, 27001
COPC-2000
COBIT

Figure 23: Sample list of Quality Models
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The use of these models can depend on 
the stage of the company in its growth, its 
need and tolerance for strict rigour, and 
on what the expected outcome is. Largely 
these models could be bucketed in two: 
Quality Models (six sigma, lean, etc), and 
Capability Models (COPC, eSCM, etc)

Six Sigma

Motrolla, Inc created the concept of six 
sigma in 1981 as a set of strategies to 
be adopted by companies for process 
improvement. It uses a statistical method 
to identify and remove defects and their 
causes and also minimize variability in any 
high volume transaction. The name Six 
Sigma comes from large scale statistical 
sampling of process capability studies. The 
intention is to not allow defects of more 
than 0.002 in a million opportunities. That 
is an accuracy of 99.9999998%. A defect in 
this case is defined as any outcome that falls 
outside the upper or lower specification 
limits. A higher sigma level will require a 
higher rate of accuracy.

Such levels of accuracy are normal 
expectations from processes such as 
airplane landings, or take offs. Extra 
special care is taken by the airline 
industry to achieve and maintain these 
standards. Business processes usually do 
not demonstrate such levels of accuracy, 
especially over a long period of time. Due 
to the dynamic nature of the businesses 
and human error, variability creeps is 
often. To account for this real-life empirical 
experience, a 1.5 sigma shift is introduced 
into the calculation. Hence the widely 
accepted definition of a six sigma process 
is a process that produces 3.4  defective 
parts per million opportunities  (DPMO). 
This allows for the fact that special causes 
may result in a deterioration in process 
performance over time, and is designed 

to prevent underestimation of the defect 
levels likely to be encountered in real-life 
operation. 

Six Sigma projects usually follow two 
methodologies:

DMAIC - used for projects aimed 
at improving an existing business 
process. This is a five stage project 
-  Define  (the problem), Measure  (key 
data points), Analyze  (investigate root 
cause), Improve  (or optimize), and 
Control (continuously monitor)
DMADV - used for projects aimed at 
creating new product or process designs. 
This too is a five stage project - Define (the 
goals), Measure  (process capability), 
Analyze  (develop alternatives), 
Design (the best fit), and Verify (pilot run)

LEAN

Similar to Six Sigma, this concept too 
came from manufacturing into the world 
of business services. This concept was 
formalised at Toyota in the 1990s, though 
the term was coined earlier. Essentially 
this is the practice of identifying and 
eliminating any expenditure (or any other 
resource) for any goal other than the 
creation of value for the end customer. Its 
goal is simply cost reduction over a long 
period of time (waste not want not) – and 
that is where it derives its name from.

LEAN has several competing 
methodologies which work on similar 
principles. However almost all these 
methodologies agree on sources of waste: 
non-value-adding work, overburden and 
variations in output. The most common 
principles followed are: right first time, 
flexibility, continuous improvement, 
just-in-time and automation. The ideal 
situation is if effort is used only on items 
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that the customer values, product design is 
simplified, production happens smoothly, 
there is no inventory, and the only customer 
valued products are being produced.

The role of Leadership and Culture are 
considered paramount here. Coaching 
and Guiding are considered almost sacred. 
Appreciation, Rewards and Reprimands 
are all on the basis of well defined and 
agreed KPIs. The leaders are expected 
to permeate the sense of continuous 
improvement. There are five tenets 
advocated to build the culture: Vision 
(challenges to face to realize the ambition), 
Kaizen (Good enough is the enemy of 
best), Source (verify for yourself), Respect 
(mutual trust), and Teamwork (collective 
is more effective).

Lean Six Sigma

Lean Six Sigma  is a process improvement 
programme that combines both the 
ideas:  Lean and Six Sigma. By combining 
the two, Lean  Six Sigma  is a proven 
business management strategy that helps 
organizations operate more efficiently. 
According to many business analysts and 
quality improvement experts,  Lean  Six 
Sigma  is the most popular business 
performance  methodology  in the history 
of corporate development (Peoplecert). 
The lethal combination is quite obviously 
aimed at both improving quality and 
reducing waste at the same time. Most 
organizations that run quality initiatives 
now choose to use Lean Six Sigma rather 
than just one or the other methodology.

COPC

COPC® is actually a US based Management 
Consulting company specialising in 
performance improvement for contact 
centres. Using people & processes as 
enablers, leadership & planning as drivers 

it uses performance-centric and data-
driven measures to benchmark and certify 
performance. 

They established a Family of Standards to 
provide a benchmark for buyers of contact 
centre services. Later they launched the 
Performance Improvement Criteria which 
defines best practices for contact centres 
and BPO companies.

eSCM

The eSourcing Capability Model (eSCM) 
is a framework developed by at  Carnegie 
Mellon University as a “best practices” 
capability model for data processing 
centres. The framework helps sourcing 
organizations manage and reduce their 
risks and improve their capabilities across 
the entire sourcing life-cycle. It addresses 
the critical issues related to IT-enabled 
sourcing (eSourcing) for both outsourced 
and captive organisations. This capability 
model allows measuring the quality of 
the offered services and their ability to 
improve. The customer can then evaluate 
the services received. 

eSCM has also developed a similar 
capability model for the client 
organisations.

eSCM has been designed to complement 
existing quality models so that service 
providers can capitalize on their previous 
improvement efforts. Most quality 
models focus only on design and delivery 
capabilities, but the eSCM practice extends 
right up to the completion of the contract. 
It is a bunch of 84 Office Management 
Practices which are grouped along 
three dimensions: Sourcing Life-cycle, 
Capability Area, and Capability Level.

Sourcing Life-cycle includes not only 
delivery, but also Overall Practices and 
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Figure 24: eSCM model at a Glance

management of a client contract.

Capability Areas provide logical groupings 
of practices to help users better manage 
their business in its entirety. The Capability 
Areas are Knowledge Management, People 
Management, Performance Management, 
Relationship Management, Technology 
Management, Threat Management, Service 

Transfer, Contracting, Service Design & 
Deployment, and Service Delivery.

The eSCM-SP Capability Levels indicate 
the level of an organization’s current 
capability. This is a certification practice 
identifying the extent of excellence.


