


















The

Edge30

When a person accepts a job
offer, he agrees to the terms and
conditions of the job and both par-
ties accept each other on face
value. This bond is similar to a
marriage in some ways, because,
when you start living with each
other only then you get to know the
real person behind the façade.
However, unlike a marriage, in an
employee-employer relationship
many things can be compromised
without too much trouble, which
can make a world of difference. 

Take the case of Sat. In our com-
pany with over 200 employees, I
believe the number of persons who
know his real name are no more
than what I can count on my
fingers. Expecting that some-
one would bother to know
who Satish Kumar is, who is
in his family, what are his
interests, his likes and dis-
likes, I suppose that is ask-
ing too much in a time and
age when the only thing that
matters is his e-mail id and
phone number. 

We can do our own assess-
ment and look around us for a
minute. How many of us actually
know the people
in our compa-
nies and busi-
nesses. If that is
asking for too
much, lets nar-
row that down
to our own
department and
if that, too, is a bit much, how
about people who share office
space with us. We see them every
day for months and years. Does it
matter if we don't really know who
is behind that suit and tie?

If your answer is ‘no’ then con-
sider this: An average working per-
son spends more of his daily prime
time with his colleagues than with
his family. If you are a manager
and your sole objective is on-the-
job productivity of your subordi-
nates, then don’t you feel that for

any given employee, productivity is
bound to take a nosedive if he is
having serious issues elsewhere.
And if you feel that is beyond your
realm, how about personal issues
of an individual at work. 

Mary, one of the secretaries, who
was with us for the past four years
and had become the heart and sole
of the company, resigned because
she could not tolerate the cool air
coming from the AC vent located
on top of her desk in her renovated

office. Her repeated pleas fell on
deaf ears and when she couldn't
take it any more, she left. 

It is generally the small things
that make all the difference. Just
asking about someone’s children,
or how someone’s parents are
doing, or inquiring about the out-
come of a car loan for which your
colleague had applied, or inquiring
about a spouse’s health, can work
wonders. The point simply is to
show a gesture of concern. It does-
n’t take too much effort or invest-

ment to do so. It can create bonds
which can fill up many other short-
comings of an organization and,
more importantly, help promote
that feel-good factor within the
company which boosts product-
ivity.

John is Mike's brother-in-law. He
used to work for GM as Operations
Manager. When the company took
off, John left GM to work with
Mike. Why? That’s the whole point,
that feel-good factor. It can make
such a difference. At a mega corpo-
ration like GM, he knew he could
never be as comfortable as he
would be working with someone
he knew and who knew him. 

John lost out on many benefits
and had to settle for a salary
cut as well. But what was
more important to him was
that he got personalized
attention. 

Imagine what Mike would
have done if that phone call
was from John and not Sat.

Certainly, that personal
involvement, concern and rela-

tion can make so much of a dif-
ference!

Managers today have to realise
that their per-
sonal touch, con-
sideration and
c o n s t r u c t i v e
communication
are tools which
come free of cost
and end up being
more effective

than mere theoretical knowledge
from the best B-Schools in the
world. 

What good is your Harvard MBA
if the people who matter the most,
who are at the receiving end, those
who are practically seeing the
results of the certificates posted on
your wall —your subordinates —
give you an 'F' in management?
But don't worry, they won't. After
all, who wants to peel an onion?

Today’s managers have to realise that their personal
touch, consideration and constructive communication
are tools which come free of cost and end up being

much more effective than mere theoretical knowledge
from even the best B-Schools in the world
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Civilisations by the same author was
another interesting read. In the last
few months, I read two very inter-
esting books — Tuesdays with Mori and
Five persons whom I met in Heaven. Both
have been authored by Mitch Albom
and are very touching. Tuesdays with
Mori was more engrossing. I finished
it in 3 hours flat.
What about Hindi novelists?

My mother tongue being Sindhi and
medium of education being English,
I did not know Hindi till I arrived here
[in post-Partition India]. After 1947,
I started learning Hindi and reading
Hindi authors. I have read most works
of Sarad and Bankim. Another Hin-
di author whom I liked was Kan-
haiyalal Maneklal Munshi. I have read
Munshi's novels Rajadhiraj, Patan ni
Prabhuta, and Jai Somnath. He wrote in
Gujarati, but his translations were
available in Hindi and English. I have
also been influenced by Swami
Vivekananda's books.
Any English classics?

In 1942, I was in D G National Col-
lege in Hyderabad, Sindh. There I
used to remain in the library reading
the literature created by classical writ-
ers. I was extensively read authors like

Alexandre Dumas, Charles Dickens
and Jules Verne. Dumas

was a French author who fictionalised
historical events and I enjoyed read-
ing him. I found a deep influence of
Dumas on Munshi. Munshi's novels
were also based on facts of history.
Who is your favourite contemporary
novelist?

Jeffrey Archer. I have also read John
Grisham, but he’s not consistent. Al-
so I would like to mention Alvin Tof-
fler, whose books like Future Shock and
Power Shift left me impressed.
When do you find time to read?

I read when I am travelling. Books
are an important part of my life.
How much time do you get for films?

Basically, I watch DVDs at home.
The last movie that I saw was Lakshya
at Chanakaya with my daughter. I am
also fond of English War movies, my
favourite being Bridge on the River Kwai.
Hitchcock is another of my favourites,
I have watched nearly all his movies.
I would recommend Birds and Rear
Window.
How do you like to watch movies —

with family, friends or alone?
I prefer watching films with my fam-

ily. The last movie I went for with my
entire family was Hum Aapke Hain Kaun.
The next day, The Telegraph reported
that I was seen buying popcorn and
humming didi tera devar diwana.  The
Press gets too imaginative.
Who’s your favourite actor/actress?

Sanjeev Kumar is an all-time
favourite. For versatility it’s Kamal
Hasan. Wahida and Devika Rani are
my favourite actresses. Tabu and Rani
Mukherjee have potential.
What social message should movies
deliver?

I don't subscribe to the idea that all
movies should carry a message. A
movie should have healthy enter-
tainment. 
Which was the first movie you and 
Vajpayeeji watched together?

It was in 1954 or 1955. We had just
lost a by-election from Nayabazaar de-
spite working very hard. So we de-
cided to cheer ourselves up by watch-
ing Phir Subah Hogi.
Would you want to direct a film and
on what subject?

My work and activity have been in
the field of patriotism, character and
discipline. I would like to convey these
messages through my film.

My first movie with 
Vajpayeeji was Phir 

Subah Hogi in 1955. We
had gone to see it to
cheers ourselves up 

after we lost the 
by-election to the

Nayabazaar 
constituency despite

working hard
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Born on November 8, 1929 in Karachi, Mr L K
Advani is known for his sophistication and cul-
ture. An avid reader and film buff, he spoke ex-
tensively on his love of books and movies to a group
of students and faculty from Institute for Integrated
Learning in Management, New Delhi. Excerpts:

Which book is a must read for the young
generation?

I started reading books when I was a
teenager. At that time I was living in Hy-
derabad, Sindh, now in Pakistan. I was
14 years old when I joined the Rashtriya
Swayamsevak Sangh. The first question
put to me by a senior and respected mem-
ber of RSS was whether I liked reading
books. Since I was interested in reading,
he gave me Dale Carnegie's How to Win
Friends and Influence People. In those times
and at that age, it was an extremely im-
pressionable book and it influenced my
life and thoughts in many ways. Today,
it may not have any impact on me, but
it did impress me then. 

Another book I liked was Stephen Cov-
ey's The Seven Habits of Highly Effective Peo-
ple. One of the points the book makes is
that for self-improvement or to become
effective or efficient, you need not just

sweet talk or remember birthdays. All
these sophisticated things are fine,

but what matters is basic honesty.
Inner characteristics make

you effective. Earnest-
ness counts for
more than any-
thing else. 
Which book are

you reading?
At the moment, I

am reading Who are
we? by Samuel P Hunt-
ington. It makes me
think about the Indian
national identity, al-
though the book is on
the American national
identity. The Clash of

INTERVIEW

A RENDEZVOUS
WITH ADVANI

At the moment, I am
reading Who Are
We? by Samuel P

Huntington. It makes
me think about the

Indian national iden-
tity, although the

book is on American
national identity
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W
HY DO we need to dis-
cuss, talk or write about
something which is a pre-
condition? Isn't quality in

management an assumption that stu-
dents and stakeholders believe they will
get from a Business-School? Maybe, the
discussion is necessary for the debate
that is on between quantity and quality,
between the cost of quality and the
returns on quantity. I would say there is
really no scope for a conflict. The only
kind of education we should have is
quality education.

Quality is defined in various ways by
quality gurus. Juran had defined quali-
ty as "fitness for use." For Crosby,
"quality is conformance to require-
ments". Demming defines it as a "func-
tion of continuous improvement based
on reduction in variation around the
desired output". Feigenbaun’s perspec-
tive is that "quality is a way of running
a business organisation". 

Education, on the other, hand derives
its meaning from the Latin word educa-
tum, which means ‘to train’. Educere
means to lead out, to draw out, to bring
up and to raise. This is what education
should mean. It should provide enough
to the learner to draw out the best in
him. The worth of an educational sys-
tem is determined by the extent to
which it teaches young people how to
live rather than how to make a living. 

For management education in partic-
ular, quality would mean its ability to
give to its students skills, knowledge
and attitude that have a long-term
value. Education in B-Schools should
enhance the personality of the students
in a way that allows them to evolve
each day, to know who they are, to
understand how they fit into an ever-
changing world, teaches them to value
new ideas and new people and imparts
them the skill to be able to renew them-
selves over time to time and, thus, fit
into whatever the context or the envi-
ronment may be.

The US National Science Founda-
tion's taskforce on Total Quality Man-
agement has come up with a definition
of quality in engineering education
which can be adapted for management
education as well. It says: "Qualityedu-
cation is the development 
of intellectual skills and knowledge that
equip graduates to contribute to society

By Sapna Popli

Assistant Prof.-Marketing

Quality is never an accident;
it is always the result of high
intention, sincere effort,
intelligent direction and
skillful execution. It repre-
sents the wise choice of many
alternatives

— William A Foster

Quality
matters

Quality
matters

MUST-DO
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through productive and satisfying
careers as innovators, decision-
makers and leaders in the global
economy of the 21st century."

Quality education demands a
process of continuous improvement
and dramatic innovation in the stu-
dent, employer and society. Profes-
sional educational institutes can
achieve this by systematically and
collectively evaluating and refining
systems, practices and culture of the
institute.

An integrative approach towards
quality infusion can take a manage-
ment schools to the path of excel-
lence. Thus, quality improvement
practices have to be adopted at all
levels and, instead of a static quali-
ty environment, the need is to fol-
low a dynamic quality practice. 

Establishing dynamic quality
practice would mean making
quality a habit. A realisation
that quality will work for the
betterment of the institute is
the road to excellence. The
future direction of quality in
management education
would mean a focus on both
the internal and the external
environments and a quality
approach in all areas.

The focus areas for this are: 
Internal Environment

Systems perspective: Viewing B-
Schools from a systems perspective
and mapping the entire system to
work on each process to be 100 per
cent efficient in itself and also as an
input to the next process will help
in not only achieving quality, but
also identifying the weak links in
the process. The three main
processes of this system are the
input process, the value addition
process and the output process.
Quality can be infused in all the
three by various means:
�Quality of the input: Standardi-

sation of the intake process, evalu-
ating the reliability and validity of
the entrance tests and other

processes used.
�Quality of the value-addition

process:  A learning-centred, cross-
functional and integrated teaching
environment, a contemporary and
relevant curriculum, academic cul-
ture, free exchange of ideas, high
intellectual capability of the faculty. 
�Quality of Output: The output

quality is usually measured by the
average salary and growth of stu-
dents in their organisations. The
only way of enhancing the quality of
output is to enhance the input and
the value-addition quality. 
External Environment 

Business Schools operate in a

complex and competitive market.
Managers are expected to operate
and perform in a diverse and
dynamic business environment.
The multiplicity and the complexity
of variables in the operating envi-
ronment make quality in manage-
ment schools not only very critical
but also crucial. Some areas in the
external environment that need to
be addressed by management
schools are: 
�Regular environmental scanning

for opportunities & threats
�Close contact with all stakeholders

�Network of collaborators
�Integrate Institution with 

community
�Academic and Industry 

collaboration
�Integrate local with global
�Resource mobilisation through

research and consulting
�Balance between job market orien-

tation and social value creation
Above all, it is visionary leader-

ship that makes the real difference
in the quality of an institute. The
Baldrige National Quality Pro-
gramme (NIST, US) identifies lead-
ership as one of the core criteria
for performance excellence in edu-
cation. 

Leaders set directions and create
a student-focused, learning-orient-
ed climate, clear and visible val-

ues, and high expectations
along with creation of strate-
gies, systems and methods
for achieving excellence,
stimulating innovation and
building knowledge capa-
bilities. The inspiration and
motivation for excellence
comes from leaders who,
through personal involve-

ment, communicate their
vision, actions and perfor-

mance to build values, leader-
ship, commitment, and initiative

throughout the organisation.
Management education, today,

aims at developing competent pro-
fessionals who have the right
knowledge, skills and attitude to
work beyond boundaries of time,
function and nationality. It needs to
give the students the right kind of
input in an environment that
equips them to deal with the com-
plex nature of the changing busi-
ness environment. 

In effect, instead of looking at
quality with a different perspective
of being distinctive, consistent or
excellent, a holistic and absolute
view on quality would help 
business schools achieve quality.

Quality education
demands a process of con-

tinuous improvement and dra-
matic innovation in the student,

employer and society. Professional
educational institutes can achieve

this by collectively evaluating
and refining systems, prac-

tices and culture of the
institute
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Speed of light used to 
be the fastest speed

known to man. Now it's the
speed of the office rumour

This is a story of an 
ingenious young man who 

desired to present his 
sweetheart with a gift. He 
decided that a perfume

would be appropriate, but
he did now know the

brand she used and was
too shy to ask. He solved
the problem by taking her
pet dog for a walk. Taking
the animal into a store, he

proceeded to 
instruct the 

astonished clerk to wave
the stoppers of a large
number of perfume bot-

tles under the nose of the
rather indifferent dog. At

last, came a perfume
which caused the dog to

jump up excitedly and
wag his tail. On this evi-
dence, he bought his gift

which turned out to be
right 

Every great man of busi-
ness has somewhere got a
touch of an idealist in him

A man's accomplishment in
business depends partly on
whether he keeps his mind

or his feet on the desk

Baby-sitting is a big 
business because it meets 

a crying need

Among the chief worries 
of today's business 

executives is the large 
number of unemployed

still on the payrolls

Prosperity is some-
thing that businessmen
create for politicians to

take the credit for

A good business manager
hires optimists as sales-

men and pessimists to run
the credit department

A memo is usually 
something uninteresting,

about something 
unimportant written by 

someone uninformed to
someone uninvolved 

During Mark Twain's days as a newspaperman, he was Editor 
of a small Missouri newspaper. One day, he got a letter from a 
subscriber stating that he had found a spider in his paper and 

asking if this was an omen of good or bad luck.
Twain wrote: "Finding a spider in your paper is neither

good luck nor bad. The spider was merely looking over our
paper to see which merchant was not advertising so that he

could go to that store, spin his web across the door and lead
a life of 

undisturbed peace ever afterwards."

The famous tenor Giovanni 
Martinelli was once asked if he smoked. 
"Tobacco! I would not think of it!" said
the singer. "But," said one of the re-

porters, 
"didn't you once endorse a 

cigarette and say that it did not irritate
your throat." "Of course I endorsed it and
it is true that the cigarettes did not hurt

my throat. 
I never smoked them."

BUSINESS & 
MANAGEMENT

UOTES
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