
Business Excellence Model in Indian 
Context: 

A Select Study 

by 

Sushil Kumar Agrawal 
Department of Management Studies 

Submitted 
in fulfillment of the requirements 

for the Degree of 
Doctor of Philosophy 

to the 

Indian Institute of Technology, Delhi 

April 1999 



CERTIFICATE 

This is to certify that the thesis entitled "Business Excellence Model in Indian 

Context: A Select Study" being submitted by Mr. Sushi! Kumar Agrawal to the 

Indian Institute of Technology, Delhi, for the award of the degree of "Doctor of 

Philosophy" in the department of management studies, is a record of bonafide 

research work carried out by him. 

Mr. Sushil Kumar Agrawal has worked under our guidance and supervision 

and has fulfilled the requirements for the submission of this thesis, which to our 

knowledge has reached the requisite standard. 

The model proposed and the results contained in this work have not been 

submitted in part or full, to any other University or Institute for the award of any 

degree. 

(Dr. Prem Vrat) 
Professor 
Mechanical Engineering Department 
Indian Institute of Technology, Delhi 
New Delhi — 110 016 (INDIA).  

Place : New Delhi. 
Dated : 21' April, 1999. 

(Dr. Mrs. S. Karunes) 
Associate Professor 

Department of Management Studies 
Indian Institute of Technology, Delhi 

New Delhi — 110 016 (INDIA).  



ACKNOWLEDGEMENT 

It is my great pleasure to express my profound sense of gratitude to my research 

guides Dr. Prem Vrat, Professor, Industrial Engineering and Management, 

Department of Mechanical Engineering, Indian Institute of Technology Delhi, and Dr. 

(Mrs.) S. Karunes, Associate Professor, Department of Management Studies, Indian 

Institute of Technology, Delhi. The author would like to express his deep sense of 

gratitude to Dr. Prem Vrat, for his initiative, valuable guidance and supervision, keen 

interest and educative discussions throughout the course of this work. The author is 

indebted to his generous help and constant encouragement. His thinking and wisdom 

have had a permanent effect on my life. Thanks are also due to Dr. (Mrs.) S. Karunes, 

Associate Professor, Department of Management Studies, Indian Institute of 

Technology, Delhi, for her help and guidance. The author is indebted to Dr. S. G. 

Deshmukh, Associate Professor, Industrial Engineering, Department of Mechanical 

Engineering, Indian Institute of Technology, Delhi, who provided generous help, 

encouragement, guidance and inspiration in all possible manners. His valuable advice 

is highly appreciated. 

Author is also thankful to Professor Vinayshil Gautam, Professor P. K. Jain, 

Professor Sushil Kumar Agrawal, and Professor D. K. Banwet of Department of 

Management Studies, and Professor Arun Kanda, of Department of Mechanical 

Engineering, who provided constant guidance and help in completing this work. Many 

other faculty members helped me directly or indirectly to enable complete work and I 

thank all of them. 

Thanks are due to my colleagues in Powergrid, NTPC, and Bureau of Indian 

Standards who helped me in innumerous ways to complete this work. Special thanks 

are due to Mr R. K. Narayan, Mr. K. S. Raghunathan, Mr. K. V. S. Baba, Mr. D. K. 

Gupta, Mr. D. B. Tripathi, Mr. Manoj Kumar Agrawal and Mr. M. R. Hassan of 

Power Grid and Mr. S. K. Garg of Delhi College of Engineering, who helped me in 

11 



df 

la US 41  L KUMAR AGRA A ) 
Place: New Delhi. 
Dated: 2Pt April 1999. 

ari ous stages of this work by providing all sorts of advice, guidance and help in 

preparation of charts, evaluation of data and development of model. Other NTPC and 

Powergrid colleagues also provided advice at various stages and their help is also 

acknowledged. I also thank Professor A. N. Nankana and Mr. S. S. Lakshmanan who 

introduced me to the subject of Quality. Thanks are also due to my father in law Mr. 

M. L. Pasari who has enormously supported the endeavour and have been my best 

teacher. I also thank the management of Powergrid, which has permitted me to carry 

o t this work. The completion of this thesis was possible due to blessings of respected 

Guniji. I will always remain grateful to him. 

My deepest thanks however go to my wife and my daughters. My wife, M rs.  

Manjula Agrawal sustained me in countless ways — with humour, love and 

suggestions on almost every stage of the work. My daughter, Ankita and Arpita also 

deserve special thanks. They have helped me a lot in feeding the hand-written material 

in computer. This thesis is dedicated to my wife and Ankita and Arpita. 

111 



ABST I A CT 

Quality has always been an important management function throughout, but in the 

decade of 90s it gained a significant momentum. World-wide organisations are 

undertaking significant quality initiative by introducing more effective systems and 

newer tools and techniques like ISO: 9000 certification and Total Quality 

Management (TQM) implementation, etc., to improve and sustain performance. TQM 

is an accepted way of managing a business to gain competitive advantage, thereby 

ensuring long term success, meeting the needs of all stakeholders. Recognising that 

TQM is a broad-spectrum improvement programme embracing socio-cultural and 

behavioural issues, many countries came up with Business Excellence Award Model 

as working model of TQM. Deming Prize (1951) of Japan and Baidrige Award (1987) 

of USA proved an effective tool in spreading quality awareness globally. The award 

model has served as a template on which organisations have performed self-

assessment and developed strategic improvement plans. In India, similar approaches 

have not been able to generate the requisite enthusiasm, or could get the desired 

national visibility. 

In the era of global competitiveness, quality improvement is both an 

opportunity and a threat. Opportunity, because there is a chance to improve quality 

and achieve excellence. Threat, because failure may consign the organisation to 

history. Repeatedly, it has been observed that significant improvements are achieved 

only when a change process is embedded in the socio-cultural system. The Japanese 

quality programs have been successful within their own cultural and social 

framework. The Baidrige award designed for American socio-cultural system has 

been continuously improved and was given a paradigm shift to make it more suitable 

to them. The most effective implementation involves moulding quality to fit a 

particular culture. In Indian context the western models were implemented without 

adopting them to Indian socio-cultural system, hence they could not generate desired 

awareness. Therefore, in Indian situation, we could adopt the experiences of 
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developed countries but for lasting improvement, we should blend it with local 

conditions. Piece-meal implementation/lack of strategic alignment will bring more 

failures than success. 

In order to initiate an action plan for improvement organisations must 

understand their existing problem and identify opportunities for improvement. As 

such measurement of performance continues to pose a challenge even for leading 

organisations. This thesis is an endeavour to highlight this problem and evolve a few 

solutions for the same. The emphasis on individual improvement activities has 

evolved into cycles of evaluation and has matured into continuous improvement. To 

get insights into an organisation's performance, integration and correlation of various 

functions are necessary so that management can develop a vision for a positive 

change. In such a scenario, survival depends largely on learning from the best, 

building new markets, gaining future leadership rather than simple continuous 

improvement. For this purpose, Benchmarking offers an opportunity to learn, to learn 

about the organisation's strength and areas of improvement. An appropriate business 

excellence model can provide a mechanism for Benchmarking and reviewing 

priorities in relation to critical success factors to excel. 

In this context, an appropriate Business Excellence model for Indian 

environment is proposed after a study of ISO: 9000 certified organisations. During 

model development, it emerged that long lasting superior performance requires 

organisational ability to control and continuously improving processes, strategy 

driven performance, and a vision to address needs of all stakeholders. The model 

emphasises that for achieving excellence organisations should adopt a holistic 

approach, focus on needs of all stakeholders and embrace all enablers. Essentially the 

model has two components namely enablers (seven in all) and results (five in all). The 

enablers are concerned with how the organisation approaches each of the criterion 

parts. The results are concerned with what the organisation has achieved and is 

achieving. The model reinforces the systems view of performance management, and 

places a greater emphasis on alignment of company strategy, effective information 

management, high performance work force and continuous process improvement. 



Customer and market knowledge and supplier focus are two elements that are to be 

more emphasised in Indian context. The ability to change quickly that sterns from the 

ability to assimilate and transfer new ideas to action faster than the competitor is the 

real organisational and individual learning. Without this mental and physical 

dexterity, an organisation is likely to fail in recognising changing customer 

expectations and suppliers commitment, remain stagnant, and unresponsive to 

competitors' initiatives. This aspect has also been highlighted in the model. 

Mechanism of implementation of the model at organisation level and national level 

has also been suggested alongwith two case studies. 
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