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    Surya Mohapatra 

 

Foreword from the Moderator: 
 

Dear Readers, 
I am immensely happy that we are releasing the second issue of Ekakshaara. This issue in its new 
avatar has come out beautifully with insightful articles from the members of our L&D group. Our 
vision for Ekakshaara is to create a platform where thinking minds can come together and churn out 
new actionable ideas. In organizations today, there is a huge gap between knowing and doing. 
People know a lot but there is hardly any action. A lot of intellectual discussions take place at a 
cognitive level inside the four walls of board rooms. Path-breaking ideas emerge but these ideas 
themselves lose their path somewhere mid-way. Can we break this jinx? 
  
We are making a small attempt in that direction. There are pressing issues which are nagging the 
corporate and industry think-tank today. The growing skill-gap to meet industry growth, scarcity of 
leadership talent, employee attrition challenges, constant need to retain, manage, disseminate and 
grow knowledge in the age of knowledge workers, ability to manage a diverse workforce including 
millennial, Gen-Y and baby boomers in the same organization are the pressing issues just to name a 
few. All these issues require tangible result-oriented actions and not just ideas. So what our L&D CoP 
is going to do about it? Well, through the L&D Community, we would like to encourage divergent 
views on various issues. However, at the end we would like to converge on actionable ideas to deal 
with these issues. Once we have convergence of actionable ideas, we shall then create awareness 
about them and if possible influence the thinking minds to act. This is where the rubber hits the 
road. That is our vision. However, today we are miles and miles away from this dream. Ekaskshaara 
is a humble yet small beginning in that direction. 
  
Our Community is a global team with nearly 1400 L&D and HR professionals across the globe from 
across industries as members. We have been collaborating and engaging as a virtual team for a little 
over a year now through our weekend polls, Monday Mantras; Thoughtful Thursdays and so 
on…Take a peep into our collaborative space: 
  
https://www.facebook.com/groups/168827633196000/ 
  

https://www.facebook.com/groups/168827633196000/


 

 

While, we shall continue to stay engaged through this virtual collaborative space, in 2013 we shall 
also make an attempt to come together face to face in various cities where we have critical mass. 
The goal will be to have more theme-based discussions to evolve concrete actionable ideas. 
  
I would like to congratulate the editorial team for bringing out yet another issue of Ekakshaara, our 
quarterly e-bulletin. 
  
I would also like to thank the writers of this issue for contributing their thought-provoking article on 
a variety of topics relevant to learning, skill-development, talent management, leadership 
development and so on. These will surely kindle hope in knowledge seeking professionals and our 
world would be better soon. Let’s strive to share this with one and all, for this would meet the 
objectives behind the writings. This should benefit the business society and the individuals working 
along and this will make the day for L&D Group. 
  
Wish you all a great year ahead!! 
  
Look forward to speaking to you sometime soon. 
  
Regards, 
  

Surya Mohapatra 
                                                       ..            
 
 
 
 
 
Founder- Learning & Development CoP and Bangalore based senior Management Professional. 
 

 

 

 

 

 

 

 

 

 

 

 



 

 

    Ellora Panda 

 

From the Chief Editor’s Desk 

Dear E- Readers, 
 
Wishing you all a very happy 2013. May this year bring in happiness, prosperity and good cheer!!! 
We are back as promised with our Second bulletin of Ekakshaara. And I am happy to share that we 
have in our team Pranab Pani, our esteemed and active member whose contribution in shaping this 
second edition has been immense. 
  
As the L and D fraternity, each one is engaged in one way or the other: be it in organizations or in 
our own respective spaces. And this e-forum is an opportunity to share, to know, to learn as well as 
integrate the approach as the change agents. Being able to integrate these subtle changes on a daily 
basis allows us to recognize the miracles that shape up are our lives. Even though we may think of 
change as doing something life-altering or drastic, gentle transitions from our habitual ways of doing 
things and an appreciation of all life offers us will truly bring about positive and lasting 
transformation. 
 
I remember reading somewhere, there is something about the sunrise and the first few hours of the 
morning that make us feel cleansed and rejuvenated, ready to move forward enthusiastically. And 
this forum is rising slowly, spreading its wings when we enter into the second year phase, growing in 
strength with our increasing members in the forum as well as participating by sharing our thoughts 
and perspectives: be it thoughtful Thursdays or Motivating Mondays. 
 
I look forward to make Ekakshaara more vibrant, dynamic by adding more value to our learning 
path. 
 Happy Reading! Happy Republic Day!! 
 
Best wishes, 
Ellora Panda 
 
 
 
Chief Editor, Ekakshaara and Calcutta based Senior L&D/OD Professional 
 
 
 
 
 
 

 



 

 

  Pranab Pani 

 

Corporate Communication: The 

Core of Management 

 

 
Communication, though as a concept existed since the beginning of 
the human civilization. Various developments in global socio-political 
lives all through the growth of civilization and with the ubiquitous 
presence of ever changing technological tools, communication has 
assumed a new meaning and thereby much importance. In the global 
economy and changing world, it assumes greater significance and 
hence the focus. 
 
Corporate business needs to communicate regularly to all its 
stakeholders – the external world and internally as well. 
 
External: To get connected with its shareholders, customers and 
prospects on company’s business plan, strategy, economic health, 
investment, goals & objectives, achievements, future business 
outlook and corporate social responsibility (CSR). 
 
Internal: To keep its human resources connected with the company’s 
larger picture, reminding them of the company’s goals & objectives, 
enthusing them with company’s achievements, advising on corporate 
strategy, talent management, employee engagement, business 
strategies, change management, business development, CSR, 
motivating & empowering employees through various 
developmental schemes, skill-set enhancement through periodic 
training, mentoring and business reviewing etc. 
 
Both these factors weigh heavily on business and its positive 
influence on all. Corporate Communication holds an important 
position in the corporate structure. Effective use of this would 
benefit the organization in overcoming choppy times in business. The 
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leadership management needs to understand and appreciate this and should make use of this level-
playing strategic tool to its overall benefit. Ignoring the same would spell trouble in the long run and 
also would create uncomfortable gaps with its stakeholders. Many business leaders fail to appreciate 
this reducing Corporate Communication into a mere ornamental corporate mouthpiece! This fosters 
trust deficiency, which is detrimental to business growth. 
 
Corporate Communication also enjoys significance in overall business perspective in the competitive 
world. This stitches together the related segments like Corporate Policy and Corporate Planning into 
the reckoning. All these are vital to the organization’s overall growth and economic health. This act 
as a vital supporting tool while complimenting with Business Development, Sales and Customer 
Care, HRD and Learning & Development. This way, it plays a vital role in the corporate scheme of 
things. A management tool of immense value that couldn’t be ignored or wished away. Prudent and 
planned use of communication in all its manifestation helps the company grow appreciably and in 
cohesion besides maintaining a strong brand image staying competitive, commanding respect in the 
market.  
 
With the increase importance of communication in business, the status of Public Relations (PR) has 
changed fundamentally. PR has transformed itself and rechristened as Corporate Communication 
and has become the fulcrum of the management. It is the required connectivity that brings in the 
coherence among the various units of management and internal as well as external rings of 
activities. In other words, it brings in a sense of oneness of purpose and direction. Communication 
binds the company together, strengthens its resolve and energizes it to move to the future. 
Corporate Communication brings in a culture of management that is founded on transparency, 
accountability and responsiveness. 
 
When one looks at communication holistically, it encompasses whole lot of issues to address both 
the external projection and internal development for business growth. The general practice by most 
of the business Corporate is to focus emphatically on linking up with the external world primarily for 
Public Relation, keeping in mind the interests of external stakeholders and shareholders. In such 
scenario, Corporate Communication acts as an official mouthpiece of the organization. This is 
definitely needed for business projection and keeping its shareholders connected while staying in 
touch and addressing the business dynamics. Internal communication misses out on this frenzy and 
gets a relatively lesser focus. Human Resource Development (HRD) department gets to be the 
connector with the employees. Sadly HRD, in such restricted role confines to a narrow prism and 
fails to play its role effectively catering largely to recruitment and training segments only. Corporate 
Communication could play a better and more effective role and could compliment HRD here keeping 
the employees connected and engaged with purpose and increasing employee’s confidence in the 
management. 
 
This would be appreciated more by the external world when they get to know that the human 
resource of the organization also feels comfortable and realises the larger corporate picture being in 
the same page as they are. The exercise would motivate the employees, who get into the inclusive 
mode in business while feeling empowered and hence, remain more productive. This is a win-win 
situation for both the employees and the employers. At a macro level, HRD is a subset and the 
welfare and resource developmental wing of Corporate Communication in the present global 
economy, where everyone is inter-wined and hence, inseparable. They must work in tandem, 
waltzing seamlessly. Captains of industries should understand this and incorporate corporate 
communication throughout the business cycle. 
In the engagement of the employees, Corporate Communication needs to not only act as a 
communicator but a facilitator of their overall growth, enhancing their communication skills, 
knowledge development and soft-skills while interacting with the prospects and clients. This helps 



 

 

enhancing their intrinsic values for better market metrics. Business dynamics demand not just the 
domain knowledge and technical skill sets but overall improvement in the personality of the person 
also. This helps ascending the overall image of the organization and is perceived in a positive manner 
that translates into more win in business in this competitive world. 
 
This theory is based on effective utility of individuals accruing benefit to business. If each of the 
members of the Corporate is a suave and erudite communicator in addition to his proficiency on 
relevant techno-commercial skill-sets, winning probability is higher and equally appreciated by its 
stakeholders. This provides the organization of the image that it strives for always, everywhere. 
 
Many of us fail to understand and appreciate the art of communication, either internally among us 
within the organization or to our prospects and clients, outside. Individualism towers over and 
following subjective action impacts our dealings with others adversely. Be it our heavy accents, 
unclear uttering, whims, attitudes, inability to 
recognize and appreciate the audience’s expectations 
as seen and felt through its body-language during a 
presentation or a business meeting – fail our 
communication completely. This assumes importance 
when the employee is not in sync with the company’s 
overall business strategy and objectives. A simple, 
perceived to be a harmless ignorance or mistake could 
cost dearly to the organization that it could ill-afford in 
the competitive business scenario. Enamoured with the 
heady feelings of domain knowledge and technical skill-
sets, we tend to ignore and give less importance to the 
art and science of effective communication. Objective 
analysis of our failures would surely point its judicious 
fingers at such common yet often ignored traits. 
Invariably and more often than not, successful leaders 
are good and effective communicators. It doesn’t mean 
to mince as many words to express you to be a good 
communicator. Even economical verbatim with clarity 
in mind and logically and systematically dished out 
sentences in coherence with a focused aim at the calculated outcomes would ensure success. 
Corporate Communicator does this and should be the practice in every organization if they wish to 
stay above the mediocre and ahead of the competition. 
 
The world economy has opened its doors to the global market. This demands an organization strong 
in foundation, leadership, clear business focus with strategies, motivated skill-sets and adaptable 
management. But in such multi-cultural and global competition, communication plays a vital role, 
connector for bridging all conceivable gaps everywhere. Organizations must realise that ineffective 
communication is a liability and it costs money. If communicated well internally, the outside world 
would be a smooth sailing. Explaining well to the outside and projecting a healthy organization 
would ensure business for the Corporate. Let’s communicate to the world, at home and outside for 
win. 
 
The writer is a Bangalore based senior management professional & Communicator. 
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 Ashish Sharma 

 

Why corporate spending on Learning 

& Development is important? 

There is a positive change in investments that corporate plan every 

year for Learning and Development of their employees. Traditionally, 

business models were simple and tasks were easier to perform. 

However, we have seen huge shift in the way we do business in last 2 

decades. Most of the manufacturing units are increasing their 

capacity with automatic plants operated through computers. Finance, 

Accounts, HR and other support functions are also moving towards 

use of Enterprise resource planning for improved interface of 

information and thus resulting in increased profitability of their 

organization. Apparently, world has changed in last 10 years and this 

triggers the need to upgrade the skills of existing workforce available 

to perform these jobs. 

While this holds true for all industries but let’s understand training 

requirement of an organization using some interesting facts of 

Finance & Accounts function: 

 Employee – Normal career span is 35-40 Years 

 History of Accounting – We have seen various phases of 

Accounting started with Single entry book keeping (Popular before 

1970) to Double entry book keeping, manual books of Accounts 

(popular from 1970 to 1990), Accounting through computers 

(specially Tally popular from 1990 to 2000), Legacy Accounting 

Systems (Popular from 1995 to 2005), Shift to standard ERP’s 

(becoming popular from Year 2000 and still growing), customized 

industry specific accounting tools (becoming popular from 2005 

onwards) and latest being accounting in outsourced scenario (getting 

speed after 2008 global recession). Surprisingly, we already have 9 

different ways of managing Accounting function in last 40 years. 

“Knowledge 
acquired by an 
individual at the 
age of 20 while 
passing out from 
college/school 
cannot be used for 
the next 40 years 
of his career. 
There is a need of 
a function 
(Learning & 
Development)…” 



 

 

If we analyze these facts and re-confirm with individuals in Accounting Industry; we can appreciate 

the fact that knowledge acquired by an individual at age of 20 while passing out from 

college/school cannot be used for next 40 years of his career. There is a need of a function 

(Learning & Development) that can keep staff updated with latest tools, techniques and best 

practices to ensure that workforce is not outdated and can work with same efficiency for these 40 

years of employee lifecycle. 

Another interesting fact (again applicable to most of the functions) is that education system in 

most of the countries is flexible enough to change their curriculum based on development in 

industry. There is still a huge gap in skills required to start performing on operations floor and skills 

acquired in academics. Undoubtedly corporate are dependent on L&D team to ensure that new 

resource are made job ready at the earliest. 

 

 

 

     The writer is a Noida based Chartered Accountant & Finance Trainer. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 Yateesh Prahlad 

 

Talent Management – A Deception… 

The Phrase…‘People First’… is it more 

an Eye wash??? 

When was the last time we didn’t hear organizational Experts giving us a ‘Bhashan / Free Gyan’ on 
the Importance of people? Leaders articulate about the hostilities for talent and the relationship of 
human capital to the market value of a company. CXOs say publicly in every report that their 
Associates are their company’s most important assets. Surveys confirm that many believe finding 

and Developing the Right Talent should be one 
of Managers top priorities. 
 
An optimistic indication is to see so many 
Experts stress the importance of human capital, 
but few organizations seem to walk their 
executives’ talk when it comes to the 
management of talent. Most companies are 
operated in ways that downplay the importance 
of people. They have bureaucratic structures 
that optimize the value of financial capital, 
machinery, equipment, and natural resources, at 
the expense of talent development and the 
opportunity for people to use their skills. Work 
processes are designed with simplified, 
standardized jobs, and individuals are controlled 
through well-defined hierarchical reporting 
relationships, highly monitored budgets and 
close supervision. 
The contrast between what CXO’s say about the 
importance of people and how they manage 
their organizations is unfortunate at best. At 
worst, it is a major contributor to poor 

organizational performance.  
 

…for the small minority 

of corporations today, 

people do matter. The 

market value of most 

companies depends in 

large part on intangible 

assets, the most 

important being human 
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workers to perform 
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But on the up side, for the small minority of corporations today, people do matter. The market value 
of most companies depends in large part on intangible assets, the most important being human 
capital. Businesses need workers to perform complex work at a high level. Outstanding talent is 
scarce, and it can be a critical source of competitive advantage. 
 
When executives say people are important but the organization’s practices and structures do not 
reflect this view, the unspoken message is the one that gets heard: People are not a source of 
competitive advantage after all. Employees are, in effect, told that the company is managing them 
incompetently and that their bosses know that this suboptimal approach is wrong. As a result, Top 
Management come across both as hypocritical and as poor managers and strategists, which in turn 
undermine their ability to lead. 
 
Closing the gap between rhetoric and reality is not easy, but it can be done. Three features of any 
corporate structure clearly show whether management truly believes in the importance of human 
capital or is merely paying lip service to it. They are the corporate board, the human resources 
management function, and the information systems. If you are interested in building an organization 
in which people are treated as a valuable asset, then you must focus on these three critical areas. 
 
Boards of unawareness 
 
When a corporation values human capital, the board 
of directors should have access to both the expertise 
and the information needed to understand talent 
issues at all levels of the organization. Consider the 
issue of expertise. A good deal of research-based 
knowledge exists about the retention, motivation, and 
development of human capital. Acquiring this 
knowledge and putting it to use requires in-depth 
expertise. Thus, a board should have at least one 
member who has a sophisticated understanding of the 
research related to human resources  management, 
organizational effectiveness, succession planning, and 
learning and development. These are the anchors of effective human capital management. 
 
A good comparison point is the presence on just about every board of at least one individual with 
financial expertise: someone who understands capital markets and can give advice on them. In 
addition, every board has someone with an accounting background. If a company’s most important 
asset is its people, it is reasonable to expect that its board would have a similar level of expertise in 
human capital available to it. 
 
Board members should receive regular information about the condition of an organization’s talent 
and the way it develops and deploys that talent. Among other things, this should include information 
about people’s attitudes and skill development levels; assessments of the availability of backup 
talent for key positions; and evaluations of the organization’s ability to attract, retain, and develop 
new talent. 
 
Moreover, the board should spend at least as much time on human capital issues as it does on the 
allocation of financial and physical capital. It is particularly important that corporate boards spend 
time on succession planning for top-level management positions. Nothing is more important for the 
future of an organization than the type of talent it has available to fill its most senior positions. Thus, 
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the board should have up-to-date, in-depth knowledge of what executive talent is available and how 
well developed it is. 
 
Finance and accounting professors sit on numerous corporate boards, but membership on a board is 
a rarity among professionals of HR management and organizational behavior. There are only few 
exceptions in India, which outlines a humanitarian approach to management. 
 

When asked to most board members why they 
don’t rely on HR expertise, they often mention 
about one or more of the CXOs who are on their 
board. They point out they have considerable 
management experience and therefore must 
have expertise in human capital. But my 
experience has proved otherwise. The CXOs 
rarely have a deep expertise in HR management. 
And the comparison to finance &Marketing is 
revealing: They simply don’t have the requisite 
depth of knowledge. If human resources is as 
important an area as many executives claim, 
why should it be treated any differently? 
 
Boards spend more time on economic issues & 
operations issues than on human capital issues, 
One reason is that they do not get systematic 
information about the condition of an 
organization’s talent; they don’t see the results 
of attitude surveys, turnover analyses, and 
succession plans. In some cases, this is because 
those materials don’t exist; in others, it’s 
because HR Dept. does not share information 
with the board. Particularly likely to be missing is 
good analytic data showing how HR metrics 
relate to organizational performance. 
 
Some boards do encourage their members to 
visit company facilities and talk to employees. 

Although this is certainly a step in the right direction, it is not a good substitute for rigorous analytic 
information. Nor is it a good substitute for having the board review an organization’s succession 
plans and assess the quality of its management talent. One way boards can accomplish the latter is 
by asking managers to make presentations to the board; another is to have managers participate in 
board meetings. 
 
In short, most corporate boards simply do not have the expertise or information they need to set a 
strategic direction for recruiting, developing, and assessing their company’s talent. 
 
Inadequate HR Departments 
 
In any organization that believes human capital is its most important asset, it follows logically that 
the HR department should be its most important staff group. This means that HR should contain 
some of the top talent in the company, along with the best information technology resources, and 

If human capital really is 
an organization’s most 
important asset, human 
resources should “set 
the table” for strategy 
discussions by framing 
the issues in terms of the 
current condition of the 
organization’s human 
capital and what talent 
is available in the 
market. This can 
illuminate strategic 
opportunities that might 
not otherwise be seen, 
and can make it clear 
when strategies are not 
feasible. 

 



 

 

HR should be a valued expert resource when it comes to strategy development, change 
management, organization design, and talent management. 
 
The HR function should be staffed with individuals who understand the business — and who know 
the intricacies of human capital strategy and management systems. The department shouldn’t be 
staffed only with individuals who are planning on a career in HR. To be sure, some professionals will 
devote their careers to human resources and they should have advanced degrees and in-depth ex-
pertise; however, the HR department should also be seen as an important career stepping-stone for 
anyone who aspires to a senior management position — just as experience in operations and finance 
are seen as critical in organizations that treat financial capital as their most important asset. 
 
HR department leaders need to be involved in business strategy discussions. Sometimes this 
requirement is expressed as HR’s need to be at the table when key business strategy decisions are 
made, but a seat at the strategy table is not enough. If human capital really is an organization’s most 
important asset, human resources should “set the table” for strategy discussions by framing the 
issues in terms of the current condition of the organization’s human capital and what talent is 
available in the market. This can illuminate strategic opportunities that might not otherwise be seen, 
and can make it clear when strategies are not feasible. 
 
There is a great deal of evidence to suggest that the HR departments in most major corporations are 
far less involved in strategy than they should be. With a few exceptions, HR departments get neither 
the talent, nor the resources, nor the access to the knowledge they need to be an expert resource 
on strategy, change management, organization design, and talent management. Even the best HR 
departments rarely reach this standard. 
 
In most organizations, the HR function itself is staffed with competent professionals, but few have 
had middle or senior management jobs outside HR. As a result, they don’t have the experience that 
helps them think of their work in the context of the larger business and its priorities. This in turn 
means that they often have difficulty providing the kind of strategic direction and advice that is 
needed. Some setups are often cited as leaders in the deployment of HR, but even these companies 
do not systematically rotate their top management talent into the HR department. (They do, how-
ever, recruit top talent into the HR department.) 
 
Rarely are corporate HR programs subject to the same kind of analysis and effectiveness tests that 
are applied to the other key assets of a corporation. For example, HR seldom knows or asks about 
the return on investment of its various policies, practices, and programs. HR people typically lack the 
analytic skills to assess the cost-effectiveness and impact of their programs and to determine the 
likely effect of proposed changes in job designs, organization structure, and HR-related policies. The 
HR function also often lacks a true “decision science” process (HR Analytics means of weighing 
choices and reaching optimal outcomes..quote from a discussion with S.V. Nathan…a good friend) 
when it comes to allocating human capital or planning learning and development programs for key 
talent. 
 
The paucity of analytics is particularly apparent in the areas of rewards and talent management. HR 
generally does not calculate the return on such key reward-related decisions, when to change 
benefit programs, and how to build a pay-for-performance program. Usually little, if any, data is 
available about the return on training programs, developmental coaching, and most other talent 
development practices and programs. Again, the contrast with tangible assets is obvious. There is 
good information in most organizations about the performance of equipment, products, and 
services against key financial indicators. The information is used to make decisions about the 



 

 

allocation of financial capital and the continuation of activities. But decisions about human capital 
are made without good data, and often on an ad hoc or intuitive basis. 
 
 
Irrelevant Information Systems 
 
There is an old saying that what gets measured gets attended to. The implication of this for human 
capital is very straightforward. The quality of an organization’s people will be a central focus only if it 
has HR measures that are as relevant, rigorous, and comprehensive as the measures that pertain to 
financial assets and physical capital. 
 
To be effective, a human capital information system needs to track the contribution of people to the 
organization’s most critical and strategic objectives. It needs to provide a good indication of how 
productive individuals are and how their productivity relates to organizational performance. It needs 
to measure the condition of the organization’s competencies and capabilities, especially those that 
are needed for superior performance. 
 
It is particularly important for the HR department to 
have information technology resources that 
will enable it to produce the kind of 
comprehensive, real-time quantitative data that can 
be used by leaders to make fact-based decisions 
about talent management. This in-
cludes comprehensive data on the condition and 
use of the organization’s human capital. HR leaders 
should not just generate and analyze this data, 
they should apply it to most critical decisions. 
The executive committee and the board should do 
the same. 
 
But boards and executives are not the only ones who 
need human capital information. Given that an 
organization’s intangibles account for an increasing 
percentage of its market capitalization, it makes 
sense for investors to request and receive 
information about an organization’s human 
capital. Again, the comparison to financial capital is clear. If human capital is an organization’s key 
asset, then investors both need and deserve to receive regular updates on the condition of that 
asset. They should have access to information on turnover rates, money spent on development, 
employee engagement, and the organization’s competencies and capabilities. 
 
The human capital metrics and analytics that are actually available to investors do not meet this 
standard. They tend to lack the precision and comprehensiveness of the financial metrics that are 
reported. Occasionally an organization includes in its annual report an accident rate or a turnover 
rate, but hard data about human capital is rarely presented in any systematic way in public 
documents. 
 
Many organizations do make some attempt to find out about the condition of their human capital. 
They conduct attitude surveys, they measure turnover, they track the number of job offers accepted, 
and so on. But very few produce a regularly updated scorecard of human capital metrics, especially 
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one tied to financial performance. The result: incomplete strategic planning, inadequate succession 
planning, and poor use of people. 
 
Lingering behind the Curve 
 
In all three areas we have considered — corporate boards, HR functions, and information and 
measurement systems — there are enormous gaps between the way organizations are managed and 
the way they should be managed and designed if human capital truly is their most important asset. 
The obvious question is, why do these gaps exist? Is it because executives don’t really believe what 
they say when it comes to the importance of human capital? Is it because they don’t know how to 
design an organization in which human capital is paramount? Are they trapped by the past practices 
of their organization? Are they personally threatened by change? The answer is undoubtedly some 
combination of all these factors. 
 
In the end, the reason is less important than the consequences. When senior executives resist de-
signing and managing organizations in ways that treat human capital as their organization’s most 
important asset, there are multiple negative effects. People feel exploited and undervalued. The 
best people migrate elsewhere; the midlevel people never get the development that allows them to 
make a real contribution; and the worst people linger, dragging the whole organization down. 
 
It may take the emergence of a whole new generation of managers before most organizations walk 
the talk when it comes to talent. Why are some companies ahead of the curve? One common factor 
is: All who have found CXO’s who not only says that people are the company’s most important asset 
— but personally acts as though it’s true. 
 
 
 
 
 
 
 
 
 
 
 
The writer is a Bangalore based Human Capital Process Re- Engineering Specialist 
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Information Anxiety: 

Do you ever feel like you just can’t keep up any more? Are you reluctant to admit you don’t 

understand how to use a fax machine or how to operate a photocopier machine or how to use new 

software in the market? 

The more things change and the more new technology we create, the more people there are who 

don’t understand it. It is embarrassing to say we don’t 

know, so we try to fake it. Soon we begin to think we are 

the only ones who don’t know.  

Relax. We are not the only one and we are not unusual 

either. We are simply a victim of information anxiety. It 

hits us because we feel we should be well rounded, that 

we should know about everything. We have several points 

to consider which help us to get past the anxious feelings.  

First, if we don’t know there are probably many others who also don’t know. When we speak up, we 

will almost find several people who also wanted to know, but were too timid to ask. Practice saying, 

“I don’t know. I don’t understand”. The more we say it, the more we will learn. 

We should never let anyone intimidate us for lacking knowledge. Not knowing does not diminish our 

value as a person. Uninformed does not mean stupid. Often the ones who try to make fun of our 

ignorance don’t know much more than we do. They may have only a little knowledge, but they act as 

if they know it all. 

We need to develop the habit of learning something new every week. We can learn a great deal over 

the course of the year. We will never know everything. But we can always learn more. Just recently I 

have learned how to create a share point using share point designer. In the past few months I have 

mastered three new movie making software. 

Anxiety coupled with inactivity breeds even more anxiety. We can reduce our anxiety by admitting 

our lack of knowledge, refusing to let the show-offs intimidate us and striving continually to learn 

something new. 

 

We are simply a victim of 

information anxiety. It hits us 

because we feel we should be well 

rounded, that we should know 

about everything. 
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‘Unified Training Model’ 

for Back-office Business  

  

  

         

Developing and deploying a structured New Hire Training is the key 
differentiator in any business when it comes to knowledge and skill of 
the working associates. This document focuses on the key business 
challenges from a New Hire Training perspective typically in Back 
office Business and proposes a viable solution. 

 



 

 

Introduction 

Standard / Phased Training Approach -  

Broadly across the Organizations, New Hire training is conducted mostly in phases. Each phase aims 

at developing a particular competency. The different training phases could include (any or all of the 

components mentioned below): 

 New Hire Training 
o Induction / Orientation to the Business, Organization, Client etc 
o Pre Process Training or Overview of Domain, Culture Sensitization etc 
o Process Training or Conceptual Training 
o On Job Training or Hands on Training 

New Hire Training 
New Hire Training is carried out in four different phases – Induction, Pre Process Training, Process 

Training and On Job Training. Training is typically instructor led (in most of the Accounts) and focuses 

on classroom sessions, group activities, role plays, demonstrations and hands-on practice. The 

graphic below highlights the salient features of each phase of training. 

 

This document highlights the Challenges with the “Phased Training Approach” and proposes a “New 

Training Approach – Unified Training Model” which can be adopted in Back office Business.  

 

Challenges / Constraints in the Phased training Approach 

Let’s do deep dive to understand some of the challenges with respect to Back office Business in the 
Phased Training Approach: 
 



 

 

 Learning in Silo’s - Phased Training Approach focuses on different aspects of learning during 
each phase – for instance Pre-Process focuses on Culture Sensitization, language skills etc. 
Next Phase Process Training focuses on SOP based / work instructions Training. Challenge is 
the knowledge loss by the end of entire New Hire Training cycle and New Hires find it 
difficult to link the learning’s from each phase and to be able to reflect on it.  

 Focus on Task based Training – During Process Training the focus is more on Task based 
training rather than understanding the Concepts i.e. Contextual knowledge is missing 
leading to Knowledge gaps.  

 Unstructured OJT – Most of the OJT plans are not very structured which leads to the below 
mentioned challenges –  

 
1. Inconsistent – Traditional OJT relies heavily on an experienced employee to provide 

the instructions based on what they feel are the most important topics. What is 
important to one employee may not be important to another. The result is what is 
learned may vary greatly, depending on who is assigned as the trainer.  

2. Incomplete – Without a structured lesson guide, OJT trainers often forget to cover 
important information. What is learned is likely to be based on what happened that 
day rather than on what a new employee needs to know to be safe and productive.  

3. Lack of founding principles – While the hands-on aspect of OJT may appeal to the 
practical learner, often the underlying theories of operation are not covered in 
sufficient detail or accuracy. Without this foundation of knowledge, trainees often 
learn what to do, not why they are doing it, resulting in poor decision making when 
things don’t go exactly right.  

4. Bad habits – The trainee observes and may adopt the trainer’s habits and attitudes 
about all aspects of the job including safety, quality, customer service, and 
relationship with management. Poorly selected trainers can have many unintended 
consequences.  

5. Unstructured – Since the OJT program does not have a structure, it has high 
dependency on Trainers availability for Sessions; in the event of High Business 
volumes the Trainee is toggled as the Trainer does not get time to conduct the 
Sessions due to Operational aspects which leads to low trainee morale and 
eventually extension of OJT Program. 

 
Details of the Proposed Solution  
 
“UNIFIED Training Model”  is the New Training approach I propose for majority of the Back office 
Businesses in BAU state / Steady State phase as due to the nature of the Business New Hire Training 
happens in Buddy mode with about 4-5 (approx)  new hires at any given point.  
 
This model also works well as the Ops Trainer / SME’s who conduct Process Training or OJT are not 
full time Trainers and have additional Operational deliverables; during the remaining  time 
Communication or Domain Pre-Process modules can be scheduled to ensure New Hire is 
constructively engaged. Unified Training model can also be implemented with larger groups of new 
hires (in a Classroom Mode).  
  
New Hire Training needs to be restructured to facilitate better customer & learner centric training 
rather than Task based training.  
 
 
 
 



 

 

Understanding the Unified Training Model:  
 
Mentioned below is a Sample Snapshot plan which comprises of all the key facets of New Hire 
Training put together in a cohesive fashion i.e. Pre-Process, Process and OJT together in 6 weeks.  
 
Overall Module Breakup – Snapshot (Sample) 
The Actual module breakup will vary basis the Business and the Role competencies.  
 

Overall Training duration - Summary  

  WK 1 WK 2 WK3 WK4 WK5 WK6 
Total No. 

of Hours 

Percentage 

Split 

Communication 

Training 
10 10 10 10 10 10 60 25% 

Hands On / OJT 0 0 10 15 20 26 71 30% 

Contextual/SOP Based 

Training 
30 30 20 15 10 4 109 45% 

Total Hours / Week 40 40 40 40 40 40 240   

 
Week wise Module Breakup (Sample – Proposed) 
Actual module breakup will vary basis the Customer and the Role requirements. Below mentioned 
breakup is a Sample plan.  
 
Week -1  

Week -1 Training  Snapshot 

Training Type Training Modules  
Training 

Duration 
Training type Owner 

Communication 

Skills 
Business Writing Skills, Conversation Skills 2 Hrs / day Instructor led  Training  

Business Overview Induction, Client Organization Overview 4 Hrs Instructor led  Training 

Industry Overview Industry Overview (Telecom, Retail etc) 3 Hrs Instructor led  Training 

Domain Overview 

Domain Fundamentals (HRO, SCM, BFSI, 

F&A  etc), Fundamentals of Telecom (Intro 

to Telecom Technologies / Jargons) 

17 Hrs E-learning  Training 

Desktop Skills 
Basic knowledge of Microsoft Excel & 

Word, Typing skills etc 
5 Hrs Instructor led  Training 

 



 

 

Week -2   

Week -2 Training  Snapshot 

Training Type Training Modules  
Training 

Duration 
Training type Owner 

Communication 

Skills 
Culture Orientation , Customer Service 2 Hrs / day Instructor led Training 

Business Overview 
Process / Account Overview, Interaction 

Model – Hand off’s 
4 Hrs Instructor led 

Floor 

Manager 

Queue specific 

Training 
Queue overview, Client systems overview. 3 Hrs Instructor led 

Ops 

Trainer / 

SME 

Contextual SOP 

based Training 

Introduction to simple Transactions (demo 

mode). Case Hygiene concepts  - CRM do’s 

& don’ts 

23 Hrs Instructor led 

Ops 

Trainer / 

SME 

  
Week -3 (Sample) 

Week -3 Training  Snapshot 

Training Type Training Modules  
Training 

Duration 
Training type Owner 

Communication 

Skills 

Accent Comprehension, Practice sessions 

on Business Writing Skills 
2 Hrs / day Instructor led Training 

Contextual SOP 

based Training 

Simple to moderate transactions (demo 

mode) 
20 Hrs Instructor led 

Ops 

Trainer / 

SME 

Hands on Practice 
Trainees to process live transactions under 

controlled environment 
10 Hrs Instructor led 

Ops 

Trainer / 

SME 

 
Week -4 (Sample) 

Week -4 Training  Snapshot 

Training Type Training Modules  
Training 

Duration 
Training type Owner 

Communication 

Skills 

Practice Session on BWS & Accent 

Comprehension practice sessions 
2 Hrs / day Instructor led Training 



 

 

Contextual SOP 

based Training 

Simple to moderate transactions (demo 

mode) 
15 Hrs Instructor led 

Ops 

Trainer / 

SME 

Hands on Practice 
Trainees to process live transactions under 

controlled environment 
15 Hrs Instructor led 

Ops 

Trainer / 

SME 

 
Week -5 (Sample) 

Week -5 Training  Snapshot 

Training Type Training Modules  
Training 

Duration 
Training type Owner 

Communication 

Skills 

Practice Session on BWS & Accent 

Comprehension practice sessions 
2 Hrs / day Instructor led Training 

Contextual SOP 

based Training 

Moderate to Complex transactions (demo 

mode) & Feedback on Transaction 

processed by Trainees (Understanding the 

Impact – Impact Analysis) 

11 Hrs Instructor led 

Ops 

Trainer / 

SME 

Hands on Practice 
Trainees to process live transactions under 

controlled environment 
18 Hrs Instructor led 

Ops 

Trainer / 

SME 

Understanding TM 

Sheet 

Session with QA's to understand the 

Transaction Monitoring sheet - Scoring 

pattern, fatal errors etc 

1 Hr Instructor led 

Ops 

Trainer / 

SME / 

QA 

 
 
Salient features of the Unified Training Model –  
 

 The New Training Model enables us to integrate all learning components together like 
Communication Skills, Culture Sensitization, Process Knowledge and OJT to help the learner 
obtain a Holistic understanding rather than a Task based Training approach.  

 Hands on Training / OJT Starts from the 3 rd week (might vary basis the process / role 
complexity) of New Hire Training which helps the learner put to practice the concepts they have 
learnt in the first two weeks of Training. Additionally the learner gets to reflect on the learning’s 
in real / live environment to help him / her establish better connect with the concepts learnt 
during the Contextual SOP based sessions.  

 During Hands on Training Sessions the new hire would buddy up with the Ops Trainer / SME and 
understand the Transaction Processing as per the On Job Training matrix plan for their 
respective queue and also processes Transactions (assisted / supervised by the SME).  

 



 

 

The hands on Training sessions focus on a combination of both Quantitative and Qualitative 

parameters: 

Quantitative Targets: 

One of the parameters revolves around minimum number of Transactions to be processed on a 
week on week basis during Training. The Number of Transactions increases as the Trainee progresses 
in Training. The Number of Transactions might vary from one track / Queue to the other on a week 
on week basis the complexity & the nature of the job.  

Qualitative Targets: 

The type of Transactions a Trainee processes during Training (week on week) is clearly defined for 
every Queue and it progresses from Simple to Complex type of Transactions to give the Trainee fair 
learning opportunity. 

Second Qualitative parameter is the Quality score / Transaction Monitoring Score on the audits done 
by the QA or the SME / the Team lead. The expected Quality percentage is defined in the Pup 
Training Plan for each queue for the type of Transactions the Trainee processes and the Quality 
percentage increases as the OJT progresses. Below mentioned is a sample of the Qualitative and 
Quantitative parameters: 

Structured OJT Training Plan  Week-1 (Sample) 

 Day-1 Day-2 

Names 
No. of 

Transactions 
–Planned 

No. of 
Transactions 
Processed – 

Actual 

Target 
Quality 

% 

Actual 
Quality 

% 

No. of 
Transactions 

– Planned 

No. of 
Transactions 
Processed – 

Actual 

Target 
Quality 

% 

Actual 
Quality % 

Name 
1 

5  90%  5  90%  

Name 
2 

        

Name 
3 

        

Suggested split of mix Transaction Types (mention names of Transaction Types) 
 
The Unified Training Model helps the learner develop a holistic understanding of the process and the 
Business by incorporating the below mentioned sessions during New Hire Training: 
 

 Session with QA’s to understand the common / possible errors for each type of transaction, to 
understand the Transaction Monitoring sheet and the Operational definition of each Parameter 
and scoring pattern, understand the fatal errors in the TM sheet.  

 Session with Team leads to go through the Agent productivity tracker, escalation trackers.  

 Session with SME / Floor Trainer on detailed constructive feedback sessions on the transactions 
processed by the new hires while understanding the customer impact (Impact – Analysis) of 
incorrectly processed Transactions. 

 Session with Floor Managers / leads on Floor Policies; Structured & documented weekly 
feedback sessions on process & behavioral aspects of the new hire. 

 

 



 

 

Stringent Certification Process: 

Certification process to include Assessment of the Trainees on Contextual / SOP based process 

knowledge in the form of weekly paper based Assessments.  

Starting Week -3 onwards the Trainees would also get assessed on the overall system knowledge as 

they process live transactions under the supervision of SME. 

Final Certification criteria is based on cumulative scores achieved from the SOP based Assessment 

and basis the Hands on Training plan in terms of both Quantitative & Qualitative targets assigned in 

the plan. Weekly Assessments to be conducted to gauge the learning curve and help the Trainer plan 

appropriate Corrective and preventive actions as required.  

Strong Governance Mechanism to ensure we keep the Stakeholders informed of the progress and to 

loopback the feedback in Training: 

 Weekly Reporting of Training progress to all stakeholders – Planned Vs. Actual, Weekly 
Assessment scores. 

 Training SKIP feedback session with New Hires to be conducted by Training Lead to review the 
progress of Training and to capture trainer feedback. 

 For critical transactions maker/ checker concept to be implemented. Approver to be a person 
with higher authority/ experience – either the SME or the Team Lead. 

 Training team to randomly observe the sessions and share feedback with the Trainer on the 
quality of Training Delivery and trainee engagement to help improve the Training Quality. 

 

Roll out Trainee Rewards and Recognition towards the completion of Training to recognize the Top 

performers in the Training and to create a healthy competition. 

Note:  

 Overall Training duration should be defined basis the Complexity of the process & Expected 
Competency and skill levels from the new hires. 

 
Benefits of Unified Training Model: 

1. Integrated Training to help learner understand the Process Knowledge, Systems 
understanding & Communication / Cultural aspects together.  

2. Training timeline reduction & improved retention.  
3. Logical flow of Knowledge sharing – Simple to Complex, Overview to Specifics.  
4. Helps improve contextual knowledge (Understand the Why aspect & Impact) while learning 

the process steps (How).  
5. Blended Training approach to be followed to facilitate self paced and Instructor led Training.  
6. Reduced Intervention of Ops Trainer / SME during Orientation sessions / Foundation 

modules.  
7. New Training Model will help the new hires undergo a structured learning path to help them 

come up the learning curve faster. 
8. Reduction in QA Transaction errors as compared to traditional OJT programs. 
9. Overall it helps create positive learning experience for New Hire’s. 

 
Success Stories: 
I have successfully implemented The Unified Training Model for one of the Telecom Clients in my 

Organization, below mentioned is a snapshot summary of the Benefits.  



 

 

Old New Hire Training Model or Phase wise Training Model Timelines –  

4 week Pre-Process + 2 week Process + 1 week OJT  Total 7 weeks  

New Training Model or Unified Training Model Timelines –  

6 weeks (blended training approach where Communication, Process & OJT all go hand in hand) 

Benefits of implementing the Unified Training Model with the Telecom Client – 

1. Reduction in Training timelines by 5 Business days i.e. Trainees get released to floor a week 
prior.  

2. In the earlier Model, trainees would start processing transactions in week -7 i.e. during OJT 
so till week – 6 billing does not start.   

3. In the New Model – Trainees start hands on practice (under supervision) from week -3 
onwards, leading to early billing.  

4. Reduction of Training timelines by a week has led to cost savings in terms of Trainer, Trainee 
Salary and Training infrastructure costs.  

5. Better knowledge retention as Trainees get an Opportunity to reflect on the learning’s 
starting week -3 as a part of hands on sessions.  

6. Structured Training approach led to an overall positive learning experience for Trainees. 
7. Actual Financial benefit per FTE is 92 USD by implementing Unified Training Model, in 

comparison to the Old Training Model.  
 

The Graph depicts – The Communication training time is consistent throughout the training. Hence, 

communication reinforcement happens throughout the new hire learning phase. Process Training 

time increases as weeks progress initially. OJT time increases starting week -4 onwards and process 

training (Theory) time gets reduced as the Training approac
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NHRDN 1st Talent Management Conclave 2012   

“From Textbook Jargon to Reality” 

Held on Friday, 14 December 2012 at Hotel Sheraton, Saket, New Delhi. 
 
 
National HRD Network along with FORE School of Management organized its 1st Talent Management 
Conclave 2012 - “From Textbook Jargon to Reality” on Friday, 14 December 2012 at Hotel 
Sheraton, Saket, New Delhi. 
 
Mr. Kamal Singh, Director General-NHRDN welcomed all the participants and Speakers to initiate the 
proceeding on the NHRDN 1st Talent Management Conclave 2012 on the theme “From Textbook 
Jargon to Reality” emphasizing on the paradigm shift in the domain of Talent Management.  
 
Dr Anadi S Pande, Vice President (Corporate Planning & Strategy, Corporate HR) - Hero Moto Corp 
steered the initiative as the Conclave Director while delivering the theme address. He emphasized 
on theme being a perpetual theme that uncovers the deep myths that separates world of theory 
from the world of practice which is frustrating and is a basis of repeated failures. He emphasized 
that a phenomenon value can be created if the two worlds are joined as theory and practice are 
intertwined which enables better understanding, more competitiveness and better business 
understanding. He emphasized on the following during his address: 
 

 Theories are created to guide practices and are modified based on learning’s from practices.  

 Theories reflect the essential aspects of guidance, which are made more accurate and 
believable by practices.  

 Strategies are path that take one from where they are to where they aspire to be. 



 

 

 If strategies are not connected to structure, and structure not being connected to system 
would result in failures. Structures are like skeleton of human body while the organs are 
system. 

 Strategies are supposed to be adaptive and guided by learning of organization  

 How to align people focus processes to help organization achieve their strategies and finally 
wealth for society and organization. 

 Ability to create wealth is a validation that what you do is successful. Wealth creation is a 
reward for what one does for society. 

 Discussed in brief about the Linking Talent Management to Organization Strategy, Building 
Tomorrows Leaders in Today’s Environment – Best Practices and Culture – A differentiator in 
Talent Management 

 
Dr. YV Verma, from LG Electronics, delivered the Keynote Address emphasizing on Talent 
Management in a scenario where business and economy will be ruling the world where political 
situations will keep changing. The emphasis was on:  

 The basic issues-HR needs lot of continuity 

 Organizations should have a talent pool 

 Try to find out a design pattern even in a chaos 

 Business runs on two principles running in opposite directions- Profitability and Market 
Share 

 For better career, one needs to be innovative and work better than anyone else 

 Two values- competitiveness and innovative approach will always be the defining factors for 
an individual’s growth and prosperity within organization 

 Systems where failures will not be accepted, will result in and achieve supremacy 
 
The Inaugural Address was delivered by Mr. SY Siddiqui (National President - National HRD Network 
& Chief Operating Officer Administration (HR, Finance, IT and COSL), Maruti Suzuki India Ltd.) He 
emphasized that there is no conflict between what one studies and what he/she practices, but 
situation is disruptive and volatile. Key takeaways from his address were focused on: 
 

 Change is fast paced, rate of change in environment is very fast 

 Demand deprived market thus more marketing conscious  

 Three rabbits- profit (black rabbit), market share (white rabbit) and volumes (brown rabbit) 

 Debate over customer first or people first 

 Competitiveness is defining business 

 Talented Workforce is predominantly young  

 Emphasized on de-learn and re-learn 

 Three significant parameters to understand are work culture, leadership structure, system 
structures.  

 
The Vote of thanks for the Inaugural Session was proposed by Mr. Dhananjay Singh, Executive 
Director-NHRDN.  
 
The first session was on Linking Talent Management to Organization Strategy and was chaired by 
Mr. Y.V.Lakshminarayan Pandit from SHL India. His co-panelists in the session were Mr. Anand 
Bhaskar from Sapient, Ms. Suchitra Rajendra from Pepsico, and Mr. Rohit Jhamb from Aon Hewitt 
who shared their powerful thoughts, knowledge and experiences. The key takeaways from the first 
session were: 
 

 Organizations need to create a strong talent pipelines 

 Lack of availability of quality leadership also plays a significant role in Talent Management 



 

 

 Business opportunity are way more than what organizations cater as of now 

 Key challenge is the readiness of people to take leadership roles 

 Key strategy is operational excellence 

 Measurement criteria for outcomes and strategy planning 

 Focus on individual’s readiness towards duties, attraction index, retention index, skill gap 
index,  

 How to customize the Talent Management strategy to meet the expectations of employee, 
how to create process-profit mindset inside the organization 

 How to leverage full potential while mapping the aspirations 

 How to make learning as an ongoing process 

 Discussed on 70-20-10 principles of learning 

 50-50 principle talent management with 50% weight age on goals while 50% focus on 
culture  

 
The session was followed by a Q&A round with the audience, where a lot of questions from industry 
practices were answered by all the panelists. 
 
The next session was on Building Tomorrows Leaders in Today’s Environment – Best Practices and 
was chaired by Prof. Freda Swaminathan from FORE School of Management. Her co-panelists were 
Mr. Kamal Karanth from Kelly Services, Mr. Sameer Khanna from Ericsson, and Mr. Anil Sharma 
from ITC Hotels Ltd. The panel decided to initiate the session in a discussion and Q&A format. The 
key takeaways were: 
 

 Discussion on the concept of Shepherd leadership 

 Issues relating to transformational leadership 

 Focus on soft competencies, thus miss out on whom are we leading 

 Discussion on migrating workforce 

 Issues on leadership in the present day scenario- first issue is based on the basic definition of 
leadership which is more on roles of integrator and consolidator, second issue is based on 
the rate of growth and aspirations which are functions of situation and simulation, and the 
learning is not adequate as mostly they are based on simulations rather than situations, 
third issue lies on Build v/s Buy challenge 

 Use of technology and leveraging to full potential was highlighted 

 People centric focus and need/availability analysis 

 Concept of distributed leadership 

 Learning and demonstration of learning  
 

The session was followed by an extensive Q&A round which attracted a lot of involvement and 
enthusiasm amongst the participants. 
 
The final session of the day was on Culture – A differentiator in Talent Management and was 
chaired by Dr. AK Balyan from Petronet LNG. His co-panelists in the session were Ms. Veena Swarup 
from EIL, Mr. KS Bakshi from Indigo Airlines, Mr. Sabih Kidwai from Schneider Electrics, and Ms. 
Pooja Malik from Anand Automotive. Though the session was the final session of the day, it was 
very well received by the participants and the knowledge thirst among them made way for another 
extensive Q&A round with a lot of involvement and enthusiasm. The key takeaways were: 
 

 For any business there are three components- first being Technology, second being Systems 
& procedures/work practices and third component being the People, who are the enablers. 

 People with competence and brilliance should be searched but screening factor should be 
the commitments 



 

 

 Focus should also be on nurturing talents along with attracting and retaining them 

 Proper deployment on talent is also crucial 

 One of the best ways to drive innovation and change within an organization is to encourage 
fun with a purpose 

 Manage culture in a way that it provokes talent to experiment and learn 

 Driving and building a culture goes beyond hiring great talent 

 Retaining the talent that you have worked hard to recruit and train is paramount. 

 If culture fit is not adequately addressed, it becomes a wild card in the hiring process. 

 Reverse Mentorship Programs 
 

The Valedictory Speech was delivered by Mr. Prince Augustin, National Secretary, NHRDN 
and EVP (Group Human Capital & Leadership Development), Mahindra & Mahindra Ltd during which 
he discussed and emphasized on the electronic-connect via New NHRDN Website, a revamp project 
which is in implementation phase. 
 
The first ever Talent Management Conclave was very well received by all and witnessed a 

participation of over 200 delegates from across Industry and Academia. In a nutshell, the Conclave 

how to effectively leverage talent management practices to drive business results. Specifically, it 

examined how organizations are harnessing talent management to achieve strategic and cultural 

imperatives. The Conclave was pragmatic, application-oriented experiences were shared to help 

participants in designing and implementing talent management practices for various organization 

and was very useful to develop roadmap for Talent Management in various organizations.   

 

 

 

The writer is a Delhi based Talent Management Professional. 
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Taking India Global - The Cultural 

Challenges 

 
 
From being a country of Cheap labour and Call centres, of late India has been witnessing a 
metamorphosis entering M&A game with some prominent deals - Tata acquired Korea’s Daewoo, 
Anglo-Dutch steel maker Corus,  UK’s Jaguar and Land Rover brands, German firm Carl Dan 
Peddinghaus Gmbh, Sundaram Fasteners acquired Dana Splicer Europe, Reliance acquired Flag 
International in telecom space, Hindalco acquired copper mines in Australia, Cadilla Healthcare 
acquired formulations business of French Alpharma, WIPRO acquired US based Nerve Wire, Infosys 
Technologies acquired Australian Expert Information Services … and the list goes on. 



 

 

 
Statistics reveal that over 125 companies have been acquired by Indian Businesses at a cost of over $ 
1.5 billion over the last few years. The process which started off with acquisition of IT related 
services businesses now extends over a spectrum of industries including engineering, automobile, 
pharmaceutical and retail. 
 
This phenomenon can be directly attributed to the business needs and the visionary approach of the 
leaders of the industry, wherein factors like availability of surplus funds, cost reduction, access to 
new technologies and markets, scale of operations,  secured source of raw materials, etc., have 
significantly contributed to this spurt in M&A activity. 
 
Though the earlier overseas investments of Indian firms have been predominantly in the developing 
countries possessing equal or lower capabilities than at home, the recent actions are clearly in sharp 
contrast with plans to go global and internationalize 
Indian economy. These are yet at a formative stage being 
country or firm specific, though a few companies are 
making headway in building their firm specific advantages. 
 
When the aspects of culture and business interact, there 
are multiple possibilities of clashes, given that perception 
of a problem changes from location to location across the 
world. Aspects like body language, communicating 
methodologies, time sense play a vital role, and merely 
learning a language would not be enough. Being sensitive 
to the same becomes absolutely necessary, and the 
quality of ‘Empathy’ is a crucial skill that is indispensable 
to be able to understand the alien market and formulation 
of policies to suit the social conditions of the locale, while 
not differing significantly from the core company policy 
applicable universally. 
 
On a rating for ease of conducting business worldwide, where India ranked 134th among 183 nations 
with red tape, corruption and cultural differences being major hindrances for conduct of business, 
Indian business sure appear to have a great wherewithal of exposure in making business happen and 
thriving in adverse conditions. But, when looked in deeper there are huge cultural and operational 
differences which need to be given special attention for long term success. 
 

 “yes sir” culture of India, driven by strong hierarchical structures, impairing innovation and 
discussion of fresh ideas 

 All is OK attitude, where consumer is taken for granted, given the weak and long drawn legal 
system, against a demanding consumer and a highly effective penal system 

 Making things happen, even if it means working 24/7, or going out of way against a 
systematic documented approach prevalent abroad 

 A paper oriented approach against paperless working 
 Higher importance attached to personal touch versus a self-service approach abroad 
 Relation and network based business, rather than value propositions 
 The necessary re-orientation of strategic planning to include higher costs of infrastructure / 

man power and cheaper access to technology and utilities 
 Costs of research, warranties and customer support 
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Last year numbers of Tata Motors have clearly shown success in their plans with Jaguar Land Rover 
posting a 27% jump in retail sales and becoming the main contributor. Tata Motors indigenous 
business was up only 4% due to a weak domestic market. This success surprised those who 
commented that Tata Motors was making an expensive mistake at a time when Ford sold the brands 
at a huge loss against its own acquisition price of these brands. These are few and far between, as a 
majority of them inclusive of Tata Steel, which acquired Corus steel struggled with their acquisitions. 
The success is majorly attributed to the day-to-day management of Jaguar Land Rover handled by 
Executives in England and continued focus on the good initiatives taken under Ford ownership 
including Evoque and BBC show “Top Gear”. 
 
Summing up, International Business would not just be making profits by exploitation of gaps in 
demand and supply, but would rely more on synchronizing cultures for long term sustenance, and 
“Empathy” would be an important key for success. 
 
The Mantra - "Build a Global Brand, Be a Local Player" 
 
The visionary leaders who are on the journey to build Indian Multinationals would need able support 
in their ranks to convert their vision to action and results, and the demand for global executives is 
bound to multiply. 
 
 
 
 
 
 
The Hyderabad based author is a Corporate Culture Integrator. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 



 

 

   Indroneil Mukerjee 

 

Transformation Coaching: an 

economy healer? 
 
 
“Don’t think you are, know you are”.  
 
This profound statement of Morpheus made to awaken the limitlessness in Neo, in the all time cult 
of a movie ‘The Matrix’ that encapsulates the essence of Transformational Coaching. This is an 
approach to coaching, which is built upon the faith in the boundless potential inherent in every 
human and uncovers the same for the coachee to make 
miracles happen. 
 
The power of transformational coaching lies in bridging 
the being with the doing. The approach to 
transformational coaching (the ARMS approach) leads 
an individual from awareness to action, from reflection 
to result and from the mystics to the metrics through a 
process of guided exploration, experimentation and 
exposition. It is s a distinct departure from prescriptive 
modification of behavior to suit a transient reality or 
cosmetic surgery of practices to align to prevailing forces 
of economy. It does not attempt a cure or correction as 
a reaction to an economic context but brings about 
certain healing to enable spontaneous response to any 
ecological context.  
 
How does Transformational coaching work? 
 
 Well, imagine we all have, deep inside us a ‘General’ 
waiting to call upon us to respond to a command. In a 
way, the core objective of transformational coaching, is 
to awaken this ‘General’ on the call of which, the 
warring forces of the conditioned self get aligned with 
the otherwise unused values and life giving forces to 
respond in a manner that brings out the best of a human being. This ‘General’, which essentially is 
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calling, or a life mission. 
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the seed of any individual’s existence, is often called the purpose of life, a calling, or a life mission. 
Thus, for once, it awakens the deepest life-force in human beings to respond naturally to any 
situation. Making the person more change responsive than change managing. 
 
Never had been the need for realizing limitlessness been so relevant amongst business leaders and 
followers as it is today, the economy having shown its ability to lash back mercilessly to seek 
systemic correction.  
 
Until now every post recessional recovery has witnessed reversal of problems to provide what 
seems as solutions. Many innovative process changes, if we look back, are results of after thoughts 
to how an economic imbalance can be addressed. The irony is that most such approaches to 
problem solving have not taken a systemic view of things, if at all it has only led to delaying the 
surfacing of a crisis. Not often has there been thinking in the lines of system thinking, aimed at 
healing the process inside out.  
 
It is only through transformational coaching that one can see existing landscapes with new eyes. 
Being an organic and holistic approach to transformation, it promises to create an entirely new 
approach to economy whereby business leaders learn to let go of their tunnel vision and get to see 
new purposeful opportunities for co-creation of wealth, wisdom and well-being. 
 
Entrepreneurs respond to their inner calling to create purposeful initiatives which have sustainability 

and ability to evolve in built. Investors begin to 
understand and respect the principles of systemic 
value-creation and enterprise evolution. 
 
Professionals leverage their passion and intent to 
transcend established benchmarks of commitments 
and individual contributors move to higher than 
realized levels of self-managed participation and 
performance. 
 
It is not coincidental that businesses today, in course of 
recovery are looking for coaches who can partner with 
the hi-potentials to take organizations to next level. 
Somewhere, somehow, we all are sensing the need for 
a systemic and sub-systemic transformation and 
looking for transformational agents, who can 
accompany in the process, which besides everything 
else, is by default painful.  The good news is that there 
are many who come with the good intent and ability to 

hand-hold individual and institution through the journey of transformation. The not so good news is 
that not too many are there to do this as a response to their calling, driven uncompromisingly by 
their values of compassion, commitment and power, which is where the crux of transformational 
coaching lies.  
 
It is not so much about capability that makes a transformational coach effective. It is about a certain 
calling, a commitment and a wellspring of compassion founded on the faith of humanness that 
makes transformational coaching happen. It’s a process of healing that does not need the dexterity 
of surgeon but the heart of a healer to enable the process.   
 
The writer is Bangalore based Strategist & Enabler- Enterprise Learning & Transformational Coach.  
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Growing Indian Cities and 

Opportunities that wait to take Wings 

Urbanization is a word that describes the transition of rural conditions (farms and small towns) 
to urban conditions (cities). 

One of the impacts which Industrialization brought about is the growth of towns and cities 
proximate to the location of the industrial activity and people migrated to these towns and cities for 
convenience of time, distance and facilities. From a modest 11.4 % urban population in 1901, India 
has 30 % of its population residing the cities and 
towns. By 2030 AD our country is projected to have a 
population of 1475 million with urban population 
accounting for a 40% share of it- 590 million. 
According to a study by McKinsey Global Institute, 70 
% of net new employment is expected to be in the 
urban sector and the net increase in working age 
population estimated to be 270 million by 2030.    
From the current 22 million an increase to 91 million urban households in the middle class by 2030 
AD is also expected.  Urban India is estimated to account for 70 % of India’s GDP by then.   

There are some macro global trends which can impact lives in future. These are in areas of 

urbanization, climate change, income growth and dietary change. Urbanization means expansion of 

cities to encroach more rural areas and less land for agriculture. According to a World Bank study, 

frequent climate changes varying from 10 C to 50 C impact food, water and eco systems. Some of 

these are declining crop yields in many areas particularly in the developing regions, possible rising 

crop yields in some high latitude regions, small mountain glaciers which disappear and water 

supplies threatened in several areas, sea level rise threat to major cities, extensive damage to coral 

reefs, rising number of extinction of species, rising intensity of storms, forest fires, droughts, 

flooding and heat waves and depleting ground water resources. 

Income growth and dietary change - income growth, relative price changes, urbanization and shift 

in consumer preference have altered the dietary patterns especially in developing countries. There 

is a shift away from staples such as cereals, roots, tubers and pulses towards more livestock 

products, vegetable oils and fruits and vegetables.  

Acute water scarcity in the near future 

can impact the food security and 

health; prices could spiral beyond 

imagination. 



 

 

It is opined that the next world war will be fought over water. It is estimated that by 2025 AD, there 
will be acute water crisis. Acute water scarcity in the near future can impact the food security and 
health; prices could spiral beyond imagination.  In other words, the future scenario consists of less 
labour, less water, less arable land on the one hand, and there are increasing land policy conflicts, 
loss of bio diversity; genetic, species and eco system, increasing levels of pollution and constant 
unpredictable climate change on the other.   Agriculture is no longer a dominant driver of the 
economy; it is the service sector and the manufacturing sectors that dominate the economy. 
Urbanization and growth prospects, therefore, are to be viewed in the context of these global 
trends.  
 

Decline of jobs in government sector, stoppage of existing pension schemes, introduction of 

participatory pension scheme wef 2004 AD means government jobs are no longer lucrative. 

Increased opportunities in the corporate sector specially in the IT and related technological sectors 

means there is competition around and the concept of permanent job is no longer there. 

Professionals in times to come will shift their jobs; migrate from one firm to another to grow. This 

would mean they navigate from one city to another at more frequent intervals.  

 

Some growth sector markets in the infrastructure and 

allied fields like transportation, healthcare, education 

and recreation are envisaged as a corollary to 

increased migration and quest for better standards of 

living. Another trend that is slowly evolving is the 

emergence and acceptability of entrepreneurship in 

the business sector. FDI in retailing is almost here to 

stay. All these mean more opportunities. 

 

Internet is here to stay; so too, the mobile 

communications and space technology for 

communication will increase. All these will determine the education system, the way we learn and 

teach in the future; cloud computing will increase the use of technology for higher productivity in 

corporate operations in all sectors. If the current urban growth rate is an indicator, Punjab, Gujarat, 

Maharashtra, Karnataka and Tamil Nadu will have 50% of their population living in cities and towns. 

Followed closely would be Andhra Pradesh, Madhya Pradesh, Kerala, West Bengal and Haryana. 

Cities of Mumbai, Delhi, Kolkata, Chennai, Bangalore, Pune and Hyderabad are likely to have an 

urban population of 40 million followed by other cities and tier 2, tier 3 towns.  

Scale of operations and cost saving may lead firms with high overheads to these tier 2 and tier 3 
towns in future. Emergence of competitive and interactive BPO operations, large deployment of 
security services and security services are projected to be another by product of growing 
urbanization and would offer employment opportunities to the less educated youth both male and 
female. 

i   

                                                           
The writer is a Hyderabad Professional in Business Intelligence, Market Research in Marketing, 
Finance & Operations. 
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