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From ahundred percent government monopoly
operator, the newly enshrined, nepal telecom, hasbeen
now converted into adominant operator inthe field
of telecom sector. Nepal telecom, now out of themo-
nopoly era, isnow focusing moreon Management and
marketing issuesand lesson routine technical as-
pects. Now, wearemoving from asellersmarket toa
buyers market. With marketsopening up, the  dy-
namics arechanging fast. weall agreethat now we,
the people of nepal telecom have to move to an ac-
cepted model/pattern of modern corporate  gover-
nance. Heremy aim of presenting thispaper isto lay-
down away of thinking about the new concept of
good corporate governance in the changed new sce-
nario. The paper has tried to make a policy recom-
mendation and suggest aroadmap for establishing the
environment for good corporate governance in our
company.

A broad out-line of the road-map

Qurvision : to be comparable with international
telecom operators, in near future.

Ourgoa :toachievetheabovevision.

Our action : anew definition of our rolesand respon-
silities.

1) Good corporategover nance:

Our company, nepal telecom, has adopted cor-
porate governance structure designed to provide share-
holdersand investorsand other stakeholderswith con-
fidencethat the company’ sbusinessisbeing conducted
on aprofessiona and responsible manner.

Fundamenatal elements of corporate gov-
ernance:

(i) haveaboard of an effective composition, size
and commitment to adequately dischargeitsre-

sponsibilitiesand duties.
Aneffectiveboardisonethat facilitatesthe

efficient discharge of the dutiesimposed by law
onthedirectorsand addsvaluein the context of
theparticular company’scircumstances. Thisre-
quires that the board be structured in a proper

way.

(if) corporate performanceisenhanced when there
isaboard with the appropriate competenciesto
enableit to dischargeits mandate effectively.

The appointing authority should consider devel-
oping and implementing aplan for identifying, assess-
ing and enhancing director competencies. They should
also consider ways of enabling identification of the
particular skills, experience and expertise that will
best complement board effectiveness.
The corporate governance encompasses how an
organi zation ismanaged, itscorporate and other struc-
tures, itsculture, its policies and strategies, and the
waysinwhichit dealswithitsvarious stakeholders.
The governance hasavery broad reach—going

well beyond management. Good governance com-
prises management—control—supervisi on—account-
ability. Managing involves administrative, supervi-
sory and facilitating tasks associated with on-going
organi zational operations.executivesand managers
administer and lead organizations through devel op-
ing business strategies, and implementing and moni-
toring them on aday—to—day basis.
Boardsand other governance structuresdeal with
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overall organisation policy, direction and culture.
They provide the 'tone at the top’ which is essential
for sound corporate governance. Whoever governs,ex-
ercises ultimate authority within the organization and
isfinally held accountablefor overall organisational
performance by stakehol ders.In essence, those who
govern, authorisewhat organisations do. Executives
manage organisatons by virtue of the authority del-
egated to them by those who govern(board of direc-
tors).
*  Public governance (the system of accountability
to concerned ministry and in turn, parliament).
*  Corporate plans setting out corporate objectives
and strategies.

Public sector and/or agency values.
Businessplanning.

Control structuresincluding risk management
Performance assessment

Performance monitoring (including evaluation
andreview).

Asper the global corporate practice, board —of
—directorscan establisha number of committees to
facilitate the management control .

(8 audit committees. Good corporate governance
hashad one very concrete resultant —the setting-
upof different committeesthe audit and com-
pensation—committee.

(b) thefinancecommittee.

Corporate governance is the system by which
companiesare directed and managed.

Good corporate governance hel psto introduce
good practicein corporate-behaviour withaview to
rebuilding and maintaining public trust in companies.
Good corporate governance will enhance the
company'simage. Good governancerequiresaholis-
tic, integrated approach to implementing the funda-
mental el ementsof governance.

*  "Telecom. Sector—inflection-point for hyper—
growth.

Inflection pointsreflect adeparturefrom history,
when the future changes at a different rate. Nepali
telecom sector isstanding at one such point.

Five years before 5 years after

* %k ok ok

No.of lines: No.of lines:
PSTN 2.4 lakhs 6 lakhs

Mobile telephone nil 14 lakhs
Sattelite telephone nil 200 lines
CDMA/WLL nil 10 lakhs
Revenue Rs. 4.5bhillions Rs.14.5 billions

Strengthening of MD's office
MD’s Office should be strengthened & further
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expanded. Important filesand decisionfilesbe supple-
mented with case history notingswhich will greatly
facilitatethe M D to take correct and timely decisions
aswell as serve as a precedent for future reference
and benchmarking .

TheMD’sofficebeing anerve center of thecom-
pany should be well-equipped to aid the MD to dis-
charge hisdutieseffectively and efficiently. Sweep-
ing corporate governance changesin the face of new
challenges and opportunitiesisinevitable. Changes
these days comefaster and from moredirections, than
ever before. Timely and speedy decision-making- pro-
cess has taken on greater importance in the new era
of corporate governance changes.

Managing director needsasystemto conscioudy
look at the high level performance of the organiza-
tioninorder to spot trendsand adjust asrequired to
keep the organization on track. MD at the top of the
organization must have the meansto delve into the
lower levelsand those at the lower levelsmust beable
to seewhat they are expected of to mergewithinthe
pursuit of higher value.

In order to observetheefficiency and effective-
nessof asystem, sensorsmust be placed strategically
throughout the system to provide datato acentra point
for integration, consolidation, & collaborative assess-
ment. Using the pareto principle, important sensors
should beplacedinthe MD’s Office.

Being agood bossisvery important in every or-
ganization. M D being the chief executive hasthered
opportunity to set thetonefor theentire company. Md
needsto definestrategies & create organi zational cul-
turesthat promote employee-commitment and pro-
ductivity. Modern MD should encourage feedback,
innovative ideas and creativity inthe overall opera-
tionsof our company. Asaresult of this, senior  ex-
ecutives may be genuinely engaged in their area of
function. MD need to create an environment of integ-
rity, trust and respect to make absol utely certain that
everyoneistreated fairly, regardless of thedifferences
they may have. Itisessentia to beinclusive, because
that keeps everyone on the same page when it comes
to the company’s long-term goals. An effective md
establishesagenuine business mission. How, that takes
shape depends both on the businessand on the over -
riding focusthe MD wantsto set. Not only can aclear
mission serve to motivate employees, it can also
infuse asense of importanceintheir jobs roles. The
point to be made hereisthat thereissomething  big-
ger than money.
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Being the company’sleader and being perceived
astheleader aretwo different things. MD should be
aways incontrol.

SincetheMD knows far more about thecom-
pany thanthe board soutsidedirectorsand bosses
its insiders, the senior executives of the company
should aigntheir effortsto achievetheMD’svision.
"Company operations' being the main domain of the
MD, he should have an ability to stay above detail, to
think at the big—picture, and strategic level. Keep-
ingin mindthe aboveroleof MD, DMDsshould give
periodic inputs/feedbackstothe MD.

Establishment of effective Company
board secretatiat

All company’shavechartersthet dictatethe  by-
lawsthey must follow. All companiesare subject tothe
laws of company act, the government and the con-
cerned ministry’sdirectives, and must adhereto cer-
taininternational accounting principlesand practices.

All companies must have a board of directors,
but their periphery of functions and responsibilities
are not specified anywhere. A company and itsboard
haveagreat deal of freedom and latitudein how they
may operate.

The decisions of the board should be imple-
mented immediately and effectively but in our case
many important past policy decisionsare still pend-
ing without being implemented.

Themainjob of aboardis" making things hap-
pen.” It used to be that board members got all their
information from the M D/ the chief executiveofficer.
Now membersare making direct contact with key cor-
porate officers. With this change comesthe need for
new rulesof communication. Mgjor forces of changes
are affecting management in corporate world. Views
about what constitutes accepted corporate governance
practices are constantly evolving. Now the board of
directors must respond to the new realitiesand chal -
lenges. They should taketheir responsibilitiesserioudy
and should exercisetheir authority judicioudly.

Improving board effectiness

The board's key purpose is to ensure the
company's prosperity by collectively directing the
company's affairs, whilst meeting the appropriate
interests of its shareholders and stakeholders. The
objects of the company are defined in the memoran-
dumof association and regulationsarelaid out inthe
articles of association. In modern time, investors,
government officials, journalists, aswell asgeneral
public, areall the more critical of our system of cor-
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porate governance and particularly what transpires
innepali board rooms.

Role of the company secretary

The company secretary playsanimportant role
in supporting the effectiveness of the board by moni-
toring that board policy and proceduresarefollowed,
and co-coordinating the completion and dispatch of
board agenda and briefing materials. The company
secretary should be accountableto theboard, through
the M D/ chairperson, on al governance matters.

Set-up of acommercial /marketing department

New focuson customer care
Customer careisacustomer servicethat seeks
to acquire new customers, provide superior customer
satisfaction, and build customer loyalty. A customer
care system isacustomer service system that helps
telecommunications service providersacquireand re-
tainloyal customers. The customer care system pro-
vides many means for service providersto achieve
these goalswith the help of technol ogy.
With the deregulation of telecommunications
services, consumers now havemore choicein select-
ing aservice provider. When ordering anew service
or maintaining an existing service, consumersshould
takeinto account thefollowing threekey factors:
*  The quality of the service,
*  The priceof theservice and
*  Thecustomer serviceof the service provider.
The requirementsof acustomer caresystem are
ultimately determined by consumers, and all of us
are consumers in one way or the other. Rapid ad-
vancesinthecomputer industry present an opportu-
nity for telecommunicationsservice providersinterms
of both cost reduction and sales increases. Nepal
telecom, strongly believethat customer satisfaction
isthekey to toitssuccess. Hence, it has to synergyse
all itsenergy tototal customer satisfaction by mod-
ernizing the servicesto international level andincor-
porating the state-of-the-art technologies.

Characteristics of a succesful company
*  We haveto analyzethefactorsthat help good
companiesbecome great. Companieswho have
taken a leap forward from being mediocre to
becoming excellent and have managed to sus-
tain such performance undergo aprocessthat can
be divided into three stages—disciplined people,
disciplined thought, and disciplined action.
* A succesful company is characterised by a
forward- ooking approach.
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They are void of deep-rooted traditional man-
agement practices.

A succesful company inventsnew business-mod-
elstoexecuteitsjobsandto sell itsservices.
Full of compenent managerswho are dedi cated
and committed to the duties assigned and with
vision and strategic orientation having often led
toright and relevant decisions being made.
Thetraditional management approach of formu-
lating plansand making decis onsby thetop man-
agement has given way to bottom-up approach-
the participative decision-making approach.
Succesful company establishesasound manage-
ment information system by adopting latest It
avialableto increase efficiency of the company.
Excellenceisnever achieved in onegiant step
but emergesin onesmall step at atime.

Fight for tranesparency in management decisions
and alwaysworry about every paisathat isin-
vested in the company.

Theresultsof many research have shownthat a
growing company isassociated with the exist-
ing internal strategic systems that support the
company'sgrowth ambitions, allowsto makenot
only good businessdecisionsand to monitor how
well the company isdoing against its strategy,
but also to do so speedily.

Studieshave shown that good management raises
productivity.

The company believes in the concept of fair-
profits-the principle of managing costs & pro-
viding superior serviceto protect margins.
Today's perceptive consumer is cash-rich but
time-poor and hasareasonableideaof how much
thingscost intoday'sworld. Only acompany that
paysitsemployeeswell, keep its shareholders
happy, invest decently in future growth and make
ajustifiable profit, would prosper.

Only intheoveral devel opment of the company
our future hinges.

We need to develop competitivenessin all di-
rections.

Periodic improvement in our working
procedures, decision-making
styles/processes:

* Introduction of short memo-System : Rou-
tine decisionscan besanctioned directly through
the memo by senior executives. A copy of deci-
sion-notes can be sent to concerned units/de-
partmentsfor their perusal and retention..
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*  Meetingscannot be held without written agenda.
Participants should come with their writtenin-
puts. Those participantswho do not seem to con-
tribute or having no useful inputs should be
avoided.

*  Most companies today face organisational
impedimentsto effective execution. Execution
isawidespread problem that appearsto worsen
ascompaniesgrow.

*  Managing for improved corporate-perfor-
mance: Generating great performancerequires
amore dynamic approach to building and adapt-
ing acompany's capabilitiesthan merely squeez-
ing itsoperations. It isgood to takerisks-f we
can managethemwell.

*  For the company as a whole, macro progress
comesfrom hard work at theground level. Itisa
real grass- root-movement, many small changes.
Or kaizen, the japanese way, adding up to pro-
ducetheradical progress.

*  Our companies footsteps are determined by our
working style.

*  We cannot sit back and bask in our past glory.
Tothriveinthemodern ruthlessmarket , wewill
haveto rethink everything that wedo, every step
that wetake.

Various management information systemsshould
bedesigned.

—  Operational plans

—  Capita budgets

— Revenue budgets

—  Productivity based performance appraisas

Managerial frames and decision—making

Framessimplify issues. Senior executives have
to make scenario planning to avoid any sort of un-
certainty with the proper action plan to befollowed
inthefuture.

Frames make things simpler and help focus our
attention on the issues deemed to be most relevant.
This helps in coming to quick decisions more effi-
ciently by the avoidance of widely dispersed attention.

Senior managers while reframing requires the
willingness and ability to live with discomfort for a
while. They must seek out opposing, divergent views,
andinstead of considering them ascriticisms, usethem
constructively for reframing. Since complex issues
cannot betackled through asingleframe, senior man-
agersmust ensurethat the frames used in such cases
areappropriateand robust. Complex decisionsshould
beevaluated using avariety of alternativeframes.
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Thelist could go on, however, if theMD of our
company isseriousenough, about the stepsto betaken
in near future, will be apositive changeinthe com-
pany results.

Theright MD can makeor break acompany. MD
should bewilling to make decisionsthat arethe need of
the hour no matter how difficult they may be. Great
MD ishewho sensethe need for change before most
othersdo in his organization and devote all his ener-
giesto making that change happen. Therearisestime
when it becomesinevitablefor the MD to go against
the current in the company. A good MD is then one
who takesa holistic view towards all issues, does not
relent to rigid company ideol ogiesand takesdecisions
that areinthelong terminterest of the company.

Crucial role of DMDs/senior directors
DMDscan play animportant link role between
senior managers/unit heads/directorsand M D/board
of directors. Senior DMDsarethe principal decision
makers of the company and, consequently, their
actionsand perceptionsarethefundamental cause of
organizational failure.
A shared definition of leader ship : Weneeda uni-
fied concept of leadership around whichtorally. We
should learn to work as part of ateam. We should
master the skillsrequired to beabletowork inteams.
we should avoid to bevery individualistic. We should
put apremium on team achieverment or organi zational
effectiveness. Individud starsarevery finebut, by them-
selves, they can not createthebrilliance of a galaxy.

DMDs at the helm

DMDs should stop behaving like unit heads
only. DMDs being the core senior executivesshould
focus more on strategies/policy decisions, and estab-
lishing objectivesand prioritiesfor the units/depart-
mentsthey are heading keeping into consideration the
organization’s capacities& themanageria capacities
of the managersworking under them.

Some DMDs havedifficulty in adjustingtotheir
new found roles inahigh—involvement system. They
may still cling totheory —x beliefsand assumptions,
they may fear losing their former status askey deci-
sion makers, or they may be concerned that they will
havelesspower and control than previoudly.

DMDs should adopt stewardship paradigm
which will shift their emphasis from direction and
control tothat of servant leader ship,wheretheir chal-
lengeisto help managers/unit heads attain relevant
goalswhile developing their skillsand abilities.
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DMDsshould work astheguideand adviser to
theMD.

To perform asthe guide and advisor totheMD,
senior DMDsshould meet formally at least once ina
week under theleadership of MD.

DMD level should engagethemselvesin policy
matters, strategic decisions, and over al supervision/
monitoring of the major decisions/implementations.
Themain challengefor the DM Dsliesinidentifying
competent and responsible managers, delegating tasks
to them & empowering themto do theright thingin
their ownways. Being acompetent and responsible
DMD istough. Thereare heavy demandsontheir at-
tention, their decision-making capacities, their author-
ity, their time. It easy to fail. Being an effectiveand
efficient DMD isvery important in any department.
A DMD redlly hasthe opportunity to set thetonefor
theentireunit/ department he hasbeen commanding
andin effect, itsresults/ successes percolatesto the
whole company —wide periphery.

Activeand fruitful participationin senior man-
agement committee deliberations should be ensured.
DM Ds should focus more on strategic/policy deci-
sions. Establishing objectives and priorities for the
company (onthe basisof forecastsof the external en-
vironment and the organization's capacities). Their
immediate priorities should be to enhance manage-
ment capacity at their levelsbecausethat iswherethe
operational focuswill be.

"Management isthe accomplishment of results
through the efforts of other people." Senior execu-
tives should beincreasingly involved inthe strategic
management at the corporate level. Strategic con-
trol comprisessystematic monitoring at strategic con-
trol points aswell as modifying the organization’s
strategy onthebasisof thiseva uation. Strategic plans
require strategic control .

DMDs should make efforts to discover how to
tap the unrealized potentia present intheir managers.

DMDsneed more conceptual, analytical, and
decisor—making skills,

DMDs should concentrate on Management
policies (a plan of actions). Management policies
are developed by the company to keep it on course
headed and directed toward its organizational objec-
tives. These define theintentions of the organization
and serveasguidelines to give consistency and con-
tinuity to total operations. They provide a base for
management by principleas contrasted with manage-
ment by expediency. Policiesnot only establish godls;
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they also form the basis of controls and procedures
(sothat managersarerestricted from taking undesir-
ableactions or from mishandling situations).

Policy generationisacomplex process, caling
for the help of experts.
Increasingly, afew of the of senior DMDs
working asa coregroup isessential to the success
of the company. merely bringing inanew set of
management consultantsto reshape an organization
has mixed results. In reality long-term success de-
pends on the whole leadership team, for it hasa
broader and deeper reach into the organization than
the outside consultants only and its performance
has amultiplier—effect.

Creative thinking affects bottomline
positively

Top executivesshould not get bogged down
in detailsand overlook the big picture .the top man-
agement should challenge themselvesand their em-
ployees by creating alternativesviacreative think-
ing. Thecrux of lateral thinking isstarting with an
idea, drawing directionsfrom anidea, whichinturn
giveus the concept. Thisprocessgivesusalterna-
tives. "just generating idea is not enough. One has
to taketheidea through by believinginit, by taking
itsownership, taking criticismwith apinch of salt.”
If you depend on the support of your peersfor the
validity of your ideas, you areunlikely to carry for-
ward your ideas.
Periodicreviesof operational plansdevised by
the managers should bedoneby DMDs.

Reviewing and controlling performance of the
managers and their subordinates.

Recognition of shadow MD

A shadow MD is a person in accordance with
whosedirectionsor instancesthe senior executives of
the company are accustomed to act.

Managers should be further empowered
and strengtened

Themain domain of managers should be devis-
ing operational plansto achievethe objectivesof the
company (to achievethe objectivesentrusted to them
viathe unit/ department).

The capacity of the organization is embodied
primarily initsmanagersand their skillsand knowl-
edge. empowerment of managers hasto be done to
make them realize that they are at the nucleus con-
tributing to the organization’s success, rather than at
the periphery.
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New policy intitatives 2004-2010,

New initiativesshould betaken:

(i) Strategicinvestmentsshould be encouraged.
(if) Proper utilization of fund. Asthe higher amount
of surplus-fund becomes avail able with thecom-
pany, it entailsagreater degree of responsibility
ontheshouldersof senior managers.
Out-sourcing—cutslabour costs, alowscompany
to sell servicesmorechegply or a agreater profit.
That meansmoremoney to buy equipments, build
facilitiesand conduct operations efficiently.
learning to take care of the details.
Asthehelicopter view
Totakethebroadview  ---

A top down approach

The best perspective has to be backed-up by
action on the ground, and thisrequires getting down
to thenitty-gritty. Onearrivesat astrategy only after
having paid meti cul ous attention to the minutest de-
tails. And thisisrequired becausewithout delving into
details, astrategy can befundamentally flawed.

New systems

Gaps in communication and systems would
promote the collapse of corporate governance.
Through an exhaustive businessprocessreengineering
exercise (BPR), nepal telecomintendsto identify and
eliminateloopholesin systems, servicesand process
& promote cost-effective, open channels of commu-
nication and greater individual accountability within
the company. By keeping costslow, increasing vol-
umesand ultimately, by delivering better services, the
price benefit would al so reach the consumer. Thisin
turn would generate loyalty for nepal telecom and
ultimately benefit the sharehol ders.

TheBPR exercisewill beinstrumental inlaying
down thefoundation for the company'sreforms. BPR
will improve communication, reduced costs, reduced
responsetime, improved company performance and
will sendthestockssoaring! It will formalize every-
day transactional tasks, enablefaster and more open
communications and generally pave the way for
better, more controlled corporate governance.

Many paper works can be reduced.

It may play avery major rolein the company's
strategy. The company can network all itsoffices(lan
& wan). Thiscan proveto beabig boonin decision-
making. Theelectric communicationwould grow tre-
mendously thereby saving the cost of communication
through other modes. The company'smail system can
be completely integrated with theinternet, thus bring-

(iii)
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ing suppliersand customers closer to each other. The
modern softwareisableto provide the company on-
linedatafor analysis. Theon-lineinternet accessto
key staff membersimprovetheir responsetime. The
company also can establish 24* 7 call centerswith a
toll-free number toimprove servicelevels.

Thecompany canperformwell by introducing many
timely reforms. We operateinthe serviceindustry, where
humaninteractionisof utmost importance. Obvioudly,
therefore, human va uessuch ashonesty, loydty and good
inter-persond relationsbecomevery important.
Coping with the changing times

Variousmanagement information systemsinclud-
ing operating and capital budgets, periodic accounts,
different sectoral reports, statistical reporting systems,

Productivity—based performance appraisals,
services evaluation and role of the top manage-
ment in making decisionsand in measuring progress
towards objectives.

Performance indicators

Our new model / process should represent ama-
jor shift fromtraditional management withfar greater
attention paid to the achievement of results and the
personal responsibility of managers. Organisational
objectivesareto be set clearly and thisenables mea-
surement of the achievementsthrough performancein-
dicators. There should be systematic evaluation of
programmes. Driving thesearethe"virtuousthreees':

Economy —efficiency and effectivenes.

Quarterly wor k-plan and achievements
Managers should focus changesfrom processto
results.

*  Managersshould differentiate steering from row-
ing.

* Inlinewiththe new trend, managers should en-
courage outsourcing of thesubsidiary/alied func-
tions. Core areas/functions should bethe main
domain of our management.

*  Manager should be given more responsibility/
accountability for completion of the jobs/
projects. Weat nepal telecom should develop and
use our own toolsto boost system efficiency and
optimum utilization of resources.

*  Wecanfix somestandard methods/processtofix
the problems--for example-

Tofind out defect/problem  —how muchtimeisre-

quired ?

To prescribeanimmediate

solution —how muchtimeisre-
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quired ?

Toidentify therea problem —how muchtimeisre-
quired ?

To addresstheissue —how muchtimeisre-
quired ?

By giving tremendousimportance to maximiza
tion of shareholder value, corporate governancein-
sist on good management practicesand profitability.

The company’s code of corporate governance
may read asfollows:
(i) Toensurethe adequate control systemsexist to

enabletheboardin effectively dischargingitsre-

sponsibilitiesto the stakehol ders of the company.
(ii) Toensurethat the decision-making processisfair
and transparent.
(iii) Toensurethefullest communication of theman-
agement and the board to maximization of share-
holder value. To ensure that the empl oyees of
the company subscriber to the corporate values
and apply themintheir conduct.
(iv) Toensurethat thecompany followsglobally rec-
ognized corporate governance practices.

Facilitating corporate governance
Making nepal telecom subscribeto theprinciples

of corporate governance require investmentsin the

foI lowing areas—
Theindividual’ssense of values. For valuesto
permeate the organization, each individual has
tointernalize it first. The vision and the mis-
sion has to be clearly outlined and each em-
ployee hasto betold what isexpected of him.
Nepal telecom can do through the 'cycle of
success workshops, during which thetop man-
agement can outlineitsvision and mission and
formulate aservice delivery strategy.

*  Socia valuesof business. Being avalue-based
organization is something that all companies
aspirefor.

*  Newsystems.

Nepal telecom towards better governance

Corporate governance asadstrategic tool at nepal
telecomis getting attention gradually.

Our company now being adominant operator in
telecom sector hasto face stiff competition from other
competitors.

Our company isnot geared to handlethe changed
scenario. Currently engaged consultantsmay hel p map
the future course of our company. After study, they
will recommend some new way-outs.
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But in-between—we may proceed asfollows-

#  MD canprovidetherequired management depth
and devise astrategy to tackle competition.
MD with different driving skills, who can negoti-

ateeffectively with different sakeholdersand takerisks.

#  Fromthecorporate governance perspective, the
company needs to pass the three-way test for
ethics.

(i) Inthedecisionyou aretakinglegal?If not, then
itisnot ethical.

(ii) Isthe decision you are taking fair? In other
words, it should be awin-win situation for both
the partiesin to an agreement or if it isof gen-
eral policy or a multi-level agreement, there
should be a equal risk and reward to all con-
cerned. If itisnot fair, thenitisnot ethical.

(iii) Thethird decisionisthecommandment test. If
the decision you are taking issuch that if it is
known inthe public through the media, will you
fel ashamed?1f you arefeeling ashamed, theniit
isnot an ethical decision.

Organisational DNA Profile

Key findings:

(i) Most organizationsare unhealthy.

(ii) Organizational DNA changes as companies
grow.

(iii) Altitude determinesattitude.

(iv) Non-executives fed micromanaged.

(v) Decisionrightsare unclear.

(vi) What we have hereisa failureto execute.
"Execution” has becomethe new watchwordin

board rooms around the globe, as CEDs and direc-

torswatch sound strategiesfail at the hands of orga-

nizationsthat cannot or will not effectively implement

them. Theability to executeisnot something you can

recruit or mandate. It isinherently-embedded in the

management processes, rel ationships, measurements,

and beliefsthat constitute an organization's DNA,

likethe DNA of living organisms, the DNA of living

organizations consists of four building blocks, which

combineand recombineto expressdistinct identities,

or personalities. These organizational building-

blocks---decision rights, information, motivators,and

structure---largely determine how afirm looks and

behaves, internally and externdly. Unlike humansand

other organisms, however, organizationshavetheabil-

ity to change their DNA by adjusting and adapting

these building blocks.

Others factors to be taken

Initiativefor reforms/improvisations:
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(& The senior-management committee meetings
should befocused on aiding thetop management
for making long-term policy/strategic-decisions
for theoverall betterment of nepal telecom. Stra-
tegic decision-making should be the prominent
task of the senior-management.

(b) apolicy document—acomprehensive policy docu-
ment in short should be formul ated to guide all
levelsof employees. Goal-oriented action—plans
and programmes should be chalked-out.

MD should take the policy initiatives and
therest will follow automatically. Formulatethe
section plans based on the policy guidelinesand
show clearly what effectsit will haveontheover-
all performance of the company.

Asan example, we can adopt thefollowing
doganto giveanew directionto theemployees-

"Work aL.ittleharder, work at least 5- hours
aday." Our companies footstepsare determined
by our working-styles.

(c) modernfinancial accounting software packages
are to be urgently accommodated to be more
competitiveand cost-effective.

(d) thecommunication/reporting process should be
modified to be faster and effective. Standard
structured review mechanism of specific subjects
and of specific importance on amonthly basis
should be adopted.

(e) regiona and other directorates should be made
strategic business units/profit centers and they
should be made accountablefor theresults.
Great companiesinthefuturewill bethosethat

have purged themselves of the overmanaged and the

underled.

Alignment, empowerment, learning and reflec-
tive culture are the three vital elements that would
characterize the successful company of future. What
will set atruly visionary company apartinthe twenty
first century isin creating alignment to preserve a
company'scorevalues, to reinforceits purposeand to
stimulate continued progress. Company hasto bere-
designed holistically.

Creating alignment isatwo-part process. First-
identifying and correcting misalignments. Second-cre-
ating new alignments.

Heretheleader must distinguish between values,
practices, and strategies, corevauesaretimelessand
enduring, while practices and strategies keep chang-
ing. "Preservethe best, reinvent therest.”

It requiresvigilance, disciplineand commitment
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from leadersto keep the company truly aligned with
its core values.

Empowerment of all involved hasto be doneto
make them realize that they are at the nucleus con-
tributing to the organization's success, rather than at
the periphery. Leadership for the twenty-first century
demandsthat companiesforgeadifferent relationship
with competition, with the market, with society and
by extension with their employees. Companies will
have to accommodate the shift of power from top-
level management to knowledgeworkers.

Appreciativeinquiryisastrategy for purpose-
ful changethat identifiesthe best of "what is" to pur-
suedreamsand possibilitiesof "what couldbe”. Itisa
co-operative search for the strengths, passions and
life-giving forcesthat arefound within every system-
thosefactorsthat hold the potential for inspired, posi-
tive change. Appreciativeinquiry isaway of seeing
that isselectively attentiveto--and affirming of - the
best and highest qualitiesin asystem, asituation or
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another human being. It involvesan appreciation for
the mystery of being and areverencefor life.

Good corporate governanceisgenerally under-
stood to encompass how an organi zation ismanaged,
its corporate and the other structure, itspoliciesand
strategies, andthewaysinwhichit dealswithitsvari-
ous stakeholders.

Effective governance makes management ac-
countabl e to its many stakeholders, through appro-
priate management structures, reporting requirements,
wanted structures and the many other e ementsof cor-
porate governance.

The above mentioned points and issues are not
thefinal and complete guidance- itisoffered asguid-
anceonly in the sensethat an corporate governance
regime must be sufficiently flexible to cope with a
constantly changing environment. Just asahedlthy and
robust business environment evolves with circum-
stances, sotoo must any guidelinesfor corporate gov-
ernance best practice.

In every business, mistakes happen and custom-
ersget angry. But when aproblem isfixed properly
and staysfixed. ..customer loyalty actually increases!
Here are five steps you can take to not only resolve
the problem but actually build loyalty:

LISTEN carefully to your customer. You need

to stop everything you are doing and give your

customer 100% of your attention. Active lis-
tening requires a lot of effort and cannot be
accomplished when we are distracted.

*  EMPATHIZE with your customer’s concerns.
Let him know that you sincerely care about
his problem even if you don’t agree with his
comments.

*  APOLOGIZE evenif you are not the cause of
the problem.When said sincerely, the words
“I’'m sorry” can diffuse as much as 95% of
most peopl €' sanger.

*  RESOLVE the problem. Let the customer
know you are on his side and will do every-
thing you can to help him get the problem re-
solved. If only an employeein another depart-
ment canfix it, help makethetransition smooth
so the customer doesn’'t have to tell his story
more than once.

*  NOW isthetimeto addressthe problem. The
faster amistakeisfixed, themorelikelyitis
that the customer will give your company an-
other chance.

Dissatisfied CustomersAre GOLD

DebraJ. Schmidt

The best way to handle asituation in which the
customer isangry or upset isto remember the acro-
nym LEARN and apply the five steps listed above.
Then feel great about the positive difference you
made in that person’s day!

10 Ways to Build Customer Loyalty
(i) Takeownership of your customer’s problem—]
even if you are not the cause of it.
(ii) Follow up with every customer who was upsef]
or had adifficult problem.
(ilf) Ask yourself with every customer interaction
you have, “If thiswereme, what would | want?”’
(iv) Thank your customers and co-workers every
chance you get!
(v) Faxarticlesor other materialsto your custom-
ersif you think they can benefit from theinfor-
mation.
Remember personal details about your custom-
erssuch asbirthdays, children’snamesand ac-
complishments.
(vii) SMILE every time you are on the telephong
and in-front of customer.
(viii)  Look for waysto bend the rulesand remove
serviceobstacles.
(ix) Timeisaperson’s most precious commodity.
Respect your customer’stime and schedule.
(x) Provideyour customerswith respect, friendli-
nessand knowledge...and, ohyes, the productg
and servicesyou sell.

(vi)




