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ABSTRACT 

Background/Purpose: Theory of Accountability or Theory A is argued to be the best tool for 

enhancing organizational performance in the 21st century due to the relevance of its 

motivational and controlling factors with changing competitive environment of organizational 

business.  

Objective: To find the suitability and possibility of using the Theory of Accountability to 

improve organizational business excellence and to know its validity and superiority over other 

business excellence theories.  
Design/Methodology/Approach: Analysis of information collected from various scholarly 

articles and by using ABCD analysis framework.  
Findings/Result: Based on the analysis, it is found that the Theory of Accountability plays a 

founding stage to assured development of an organization by means of optimum performance 

through enhanced productivity and highest stakeholders performance leading to achieve 

business excellence.  
Research limitations/implications: The analysis of using Theory of Accountability principles 

in organizational development in the 21st century complements the objective of organizations 

to achieve business excellence. 

Originality/Value: This paper fulfills a global need on how to achieve business excellence by 

implementing organizational human accountability. 
Paper Type: Explorative research based analysis. 
Keywords: Theory of Accountability, Business excellence, Leadership, Role-model, Superior 
quality through accountability 
1. INTRODUCTION :  
Business is primarily seen as doing any activity with financial profit motivation by individuals or 
organized group of individuals called organization. Business needs various strategies by individuals or 
organizations for continued existence [1-2]. These strategies are called survival, sustainable, 
competition, monopoly, or their mix [3-7]. For long term existence with continued profit, any business 
has to improve quality or add values from the customer perspective. Organizational Business Excellence 
is defined as attaining excellence in business strategies, business practices, and stakeholder-related 
performance by evaluating and validating through proven business excellence models (BEMs) [8] 
(2008). The BEMs were created using concepts and core values that are deemed crucial in developing 
extra-ordinary business performance. Attaining business excellence for a long time by improving 
quality or by adding continuous values to its products or services, or to the method of doing business 
for efficiency and effectiveness is a challenge to every business in spite of its size. Various theories 
were developed by many business experts to attain business excellence [9]. Business excellence can be 
achieved by means of achieving operational and service excellence through improved performance 
(individual & organizational) [10] or using innovative technology [11].  
In this paper, we made an attempt to review various concepts in business excellence, including 
organizational performance based business excellence, Quality based business excellence, Value based 
business excellence, and Customer satisfaction based business excellence. Further, various important 
business excellence models and frameworks including. Australian Business Excellence Framework 
Model (ABEM), Baldrige Criteria for Performance Excellence (BCPE), European Foundation of 
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Quality Management (EFQM), Singapore Quality Award Criteria (SQAC), Swedish Institute for 
Quality, Business excellence models 2.0, are evaluated and summarized. Based on this, the opportunity, 
ability, and possibility of using our new organizational performance theory called Theory of 
Accountability for achieving organizational business excellence are discussed.   

2. RELATED WORK ON BUSINESS EXCELLENCE :  
2.1 Organizational Performance based Business Excellence:  
Organizational performance is defined as actual output measured performance against intended 
performance. Organizational performance is usually internal to the organization in terms of its 
efficiency, effectiveness, and productivity. Organizational performance can be increased either by 
improving the efficiency of employees or by systematic automation using suitable technology. 
Measurement of organizational performance helps to better asset and knowledge management, creation 
of value, and organizational reputation. Generally, organizational performance depends on the structure 
of the organization, its leadership, working environment, and internal motivation for employees.  
 
An organization can develop its own business development framework to achieve stronger financial 
performance, to create an inspiring and visionary leader, to add values to products & services through 
innovation, to focus on customer service and satisfaction, to expand market share and revenue, to 
develop effective business planning processes, to reduce operational cost and increase productivity, to 
enhance decision making capability and raise capacity to manage change, to engage team based 
activities to enhance employee performance and satisfaction, and to demonstrate the key stakeholders 
that the organization has a systematic approach to improve performance and to achieve best practices 
and excellence. 
 
Philippe Lorino (1997) [12] states that organizational performance deals with activities for cost-value 
couples instead of focussing only on activities that reduce the cost or the activities to increase the value. 
This includes all activities that contribute to the achievements of strategic objectives. A business 
organization is efficient if it has the ability to create economic value added to it positively.  
 
Rolstadas (1998) [13] believes that the performance of an organizational system is a complex 
relationship involving seven performance criteria called the Sink and Tuttle model, that includes 
effectiveness, efficiency, quality, productivity, quality of work, innovation and profitability. According 
to him the Performance is closely related to the achievement of these seven criteria and is regarded as 
performance objectives. According to Rolstadas, it cannot be established a precise definition of 
performance because it is dependent on the seven criteria of performance, that cannot be clearly defined 
for an individual organization. 
 
In 2007, Folan pointed out three priorities to attain business excellence which include (1) Organizational 
performance should be analysed based on the performance of each entity within the limits of the 
environment in which they decide to operate, (2) Organizational performance is always linked to one 
or several objectives set by the entity whose performance is to be analysed, (3) Organizational 
performance is reduced to the relevant and recognizable features. According to Folan’s theory, 
performance is influenced by the environment, the objectives to be achieved and the relevant and 
recognizable features [14].  
 
According to Richard et al. (2009) [15] the organizational performance consists of three outcomes of 
an organization that include (1) financial performance like profits, return on assets, return on 
investment, etc. (2) market performance including sales, market share, etc. and (3) Shareholder return 
including share price, shareholder return, economical value added, etc.  
 
Elena-Iuliana et al. (2016) reviewed the concept of performance starting from both Marston’s motto 
“Don’t lower your expectations to meet your performance. Raise your level of performance to meet 
your expectations” and the opinions, views, and definitions expressed in the scholarly literature by 
various authors [16].  
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According to Puteh, F., (2016) [17] to achieve organizational excellence, the organization should 
establish a set of crucial competencies or “core competencies‟ among employees regardless of their 
roles, positions, and levels. These core competencies namely functional competency, communication 
competency, leadership competency, and cognitive competency are essential to perform their jobs well. 
 
Tickle, M., et al. (2016), with the objective of how organizations successfully deploy business 
excellence by comparing the tools and strategies implemented by organizations at different levels of 
business excellence maturity, the study has shown that on average, organizations with higher BE 
maturity outperform their less mature counterparts. The study also revealed that organizations with a 
high business excellence maturity were more likely to use specific tools and were more likely to use 
some of these tools more effectively. Finally, the study identified differences in strategic approaches to 
business excellency between organizations with high and low business excellency maturity [18]. Table 
1 lists some of related scholarly research on organizational performance based business excellence.  
 
Table 1 : Published work on organizational performance based on BE  

S. No. Area Issue Reference  
1 Organizational business 

excellence Model 
By measuring leadership 
excellence. 

Kanji, G. K., et al. 
(2001). [19] 

2 Business excellence in 
organizations 

Implementation. Kanji, G. K. (2002). 
[20]  

3 The relationship between 
business excellence and 
performance 

Empirical proof of Kanji's 
leadership excellence model. 

Oakland, J. S., et al. 
(2008). [21]  

4 Organizational excellence  Based on organizational integrity 
and leadership behaviour 

Hadi, A. A., et al. 
(2019). [22] 

5 Organizational business 
excellence 

Implementing business 
excellence by organizationally 
referenced indicators of outcome 
improvement and process 
difficulty. 

Bauer, J., et al. (2005). 
[23] 

6 Personal and organizational 
excellence  

By Servant Leadership, Learning 
to Serve, Serving to Lead, 
Leading to Transform 

Sendjaya, S. (2015). 
[24]   

7 Business Excellence–Case 
Study 

Employees' Empowerment as an 
Approach 

Boussalem, A. (2015). 
[25] 

8 Achieving Business 
Excellence 

Managing Men at Workplace Badruddin, A. (2016). 
[26]  

9 Organizational business 
excellence 

Elements of organizational 
culture 

Meško Štok, Z., 
(2010). [27]  

 
2.2 Quality based Business Excellence:   
Business excellence can be also achieved by improving the quality of output product/service in an 
organization. Some of the quality factors include top management commitment, social responsibility, 
customer focus and satisfaction, Quality information and performance measurement, benchmarking, 
employee empowerment, product and service design, process management, continuous improvement, 
quality assurance, Just in time, and flexibility [28]. Quality management concepts are used for 
improving competitiveness, efficiency, and profitability. New concepts like the six sigma approach and 
lean production are used to measure and improve the quality of output product/service [29]. Table 2 
lists some of related scholarly research on quality based business excellence.  
 
Table 2 : Published work on organizational performance based on quality 

S. No. Area Issue Reference  
1 Total quality management Sustaining business excellence 

through a framework of best 
Lee, P. M. (2002). 
[30] 
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practices 
2 Attaining business 

excellence 
The three-dimensional approach 
of Total Quality Management, an 
essential strategic option

Androniceanu, A. 
(2017). [31]  

3 A framework to achieve 
business excellence 

essential characteristics of the 
TQM philosophy by 
comparing the work of ten 
notable authors in the field 

Hafeez, K., et al. 
(2006). [32]  

4 Quality through Circle of 
Satisfaction 

Delight customers, satisfy 
employees and streamline 
processes 

Vora, M. K. (2002). 
[33]  

5 Total quality management 
and business excellence 

The best practices at Toyota 
Motor Corporation

Toma, S. G., (2017). 
[34]  

6 Gaining business 
excellence through total 
quality management 

A Finnish case study on 
Leadership strategies  

Savolainen, T. (2000). 
[35]  

7 From quality to excellence 
in the 21st century 

Explores the development of 
Total Quality Management 
and Business Excellence 

Oakland, J. (2005). 
[36]  

8 Quality management and 
business excellence 

Developing techniques and tools 
of business excellence which lead 
the organization to outstanding 
performance on quality

Dinu, V. (2017). [37] 

 
2.3 Value based Business Excellence:   
Business excellence is also considered as a set of fundamental concepts or values that support the 
measurement, management, and delivery of competitive performance at the world class level. It stresses 
the importance firm specific core values for achieving operational excellence, eminent winning strategy, 
capability to adopt changes, to raise unique voice [38], and organizational culture [39-40]. The 
procedure to create value from stakeholders point of view consists of identifying the relevant 
stakeholders group, assessing their stake and relevance, determining how much their needs and 
expectations are met, and improving organizational policies and priorities towards fulfilling 
stakeholders interests.  
 
The internal core values like leadership, constant innovation, intellectual property, and excellent 
business process management and the external core values like Customer satisfaction, Brand, Goodwill, 
Internationalization, and public perception.  
 
As per Talwar B. (2009) [41], some of the common core values considered in 16 business excellence 
models are (1) customer focus; (2) continuous learning, (3) innovation and improvement; (4) employee 
involvement and development; (5) partnership development; (6) systems; (7) process-based 
management; (8) agility; and (9) social responsibility. Table 3 lists some of the related scholarly 
research on value based business excellence. 
 
Table 3 : Published work on organizational performance based on value creation  

S. No. Area Issue Reference  
1 Evolving path of TQM: 

towards business 
excellence and stakeholder 
value 

The coordinated and systematic 
development of TQM basic factors 
helps to create stakeholder value 

Mele, C., et al. 
(2006). [42]  

2 Model for sustainable 
business excellence 

Aligned with conscious capitalism, 
constructive capitalism, shared 
value, values-driven organizations 
and corporate governance. 

Jabnoun, N. (2019). 
[43]  
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3 Intellectual capital and 
value creation  

The influence of representative 
variables of human capital and 
structural capital on the creation of 
business value in Spanish firms  

Díez, (2010). [44]  
 

4 Achieving business 
excellence 

Managerial and value-creation 
efficiencies of the insurance 
companies 

Nourani, M., et al. 
(2017). [45]  

5 Achieving business 
excellence 

Using social dimension  Hardjono, T. W., et 
al. (2001). [46] 

6 Achieving business 
excellence 

Corporate social responsibility Sharma, A. K., et al. 
(2005). [47]  

7 Value creation through 
strategic acquisitions, 
simultaneous expansion, 
and combination of cost-
efficiency with a high-
quality focus 

Three types of critical capabilities: 
(1) an orientation towards 
experimenting with and exploiting 
new business opportunities;  
(2) a balanced way of using 
resources; and  
(3) achieving coherence between an 
active and clear leadership, a strong 
organizational culture, and 
employee commitment. 

Achtenhagen, L., et 
al. (2013). [48]  

8 Theoretical model depicting 
the connections between 
intellectual capital, 
knowledge management 
practices and organizational 
performance outcomes.  

Four models concerning the 
interaction of IC assets and KM 
practices in value creation 
presented. 
 

Kianto, A., et al. 
(2014). [49]  

9 Exploring the complexities 
of value creation 

The role of engagement strength Scholer, A. A., et al. 
(2009). [50] 

10 Business Excellence 2.0.  
 

Include the quality movement and 
the different types of business logics 
together, such as exchange logic, 
steering logic, value creation logic, 
business interaction logic, 
responsibility logic and 
communication logic. 

Enquist, B., et al. 
(2015). [51]   

11 Value creation through 
stakeholder synergy 

 A single strategic action (1) 
increases different
types of value for two or more 
essential stakeholder groups 
simultaneously, and (2) does not
reduce the value already received by 
any other essential stakeholder 
group. 

Tantalo, C., et al. 
(2016). [52] 

12 Total business excellence–a 
new management model for 
operationalizing excellence 

Ten critical success factors: 
products, financials, stakeholders, 
employees, leadership, societal, 
operational, innovation, alignment, 
and ethical excellence. 

Ferdowsian, M. C. 
(2016). [53] 

 
2.4 Business Excellence through Customer Satisfaction and delight :  
Business excellence in some cases can be achieved by satisfying customers as well as by delighting 
them. Satisfaction has many levels of completing their expectations whereas delight is the pinnacle of 
satisfaction and goes above the expectations. Business organizations are struggling to meet customer 
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expectations and to delight them. According to McKinsey study, 3 C’s of customer satisfaction are 
Consistency of customer journey, consistency of customer emotion, and Consistency in customer 
communication. Customer satisfaction can be quantitatively measured using the Structural equation 
model developed by Fornell (1992) called the national customer satisfaction barometer [54]. This model 
is based on representing a conceptual network of various processes with the goal of measuring the 
customer satisfaction index. In 1998 Kanji, G. K. [9] developed a structural business excellence model 
using customer satisfaction as a critical success factor. The model measures 14 latent interrelated 
variables drawn using various quality dimensions. Table 4 lists some of related scholarly research on 
customer satisfaction and delight based business excellence. 
 
Table 4 : Published work on organizational performance based on Customer Satisfaction and delight 

S. No. Area Issue Reference  
1 Business excellence in 

hotel industry  
From customer satisfaction to 
customer delight

Torres, E. N., et al. 
(2013). [55] 

2 Ensuring customer delight: 
A quality approach to 
excellence in management 
education. 

Student satisfaction survey is used 
to study satisfaction and delight 
among students of management in 
the national capital region of India.  

Popli, S. (2005). 
[56] 

3 Business excellence model 
through customer 
satisfaction 

Business Excellence Index (BEI) 
for a group of companies is given 
using this model

Kanji, G. K., et al. 
(2000). [57]  

4 Quality management and 
business excellence, 
customers and stakeholders

What influence in the organizations 
on the quality movement and 
quality practice

Klefsjö, B., et al. 
(2008). [58]  

5 Customer satisfaction in the 
Turkish tourism market 

The implications of all-inclusive 
pricing system in total quality 
management and business 
excellence 

Koc, E. (2006). [59]  

6 Concepts and realization of 
customer delight 

Dimensions and elements of 
customer delight using various 
theories.  

Marquardt, A. 
(2015). [60]  

 

3. OBJECTIVES OF THE PAPER :  
In the process of improving business excellence both incrementally and radically, the following 
objectives are drawn :  
(1) To update the concept of business excellence by reviewing related scholarly work. 
(2) To identify the concept of business excellence from different stakeholders’ points of view.  
(3) To discuss various business excellence models and frameworks.  
(4) To propose new methods of achieving business excellence. 
(5) To discuss the suitability and possibility of using the Theory of Accountability to improve 
organizational business excellence. 
(6) To Compare Theory of Accountability & Baldrige Criteria for Performance Excellence 

4. THE CONCEPT OF BUSINESS EXCELLENCE FROM STAKEHOLDERS POINT OF 
VIEW :  
Business excellence is a status of the business performance of a company in a given industry from the 
frame of reference of its stakeholders including the whole society. In practice business excellence based 
on organizational performance is related to business excellence from stakeholders’ point of view. An 
organization can fulfil its long-term objectives by achieving business excellence. Ideally, business 
excellence is a stage where all stakeholders of the organization get complete satisfaction and delight, 
and the organization will have an infinite amount of goodwill from stakeholder and society point of 
view. 
Business excellence does not mean a maximum profit or lower priced products, but it is a way of 
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achieving excellence in business in a complex approach from an economically, technically, and socially 
point of view. Business excellence of a company is an exemplary situation where success, profit for a 
long period of time, and correctly and efficiently adapts to the demands of the socio-economic 
environment [61]. As shown in the block diagram (Figure 1), attaining business excellence needs 
reaching the pinnacle of performance in organizational objectives from its stakeholders including its 
managerial executives, suppliers, employees, and customers.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Fig. 1 : Attainment of business excellence from Stakeholder point of views 
 
4.1 Business Excellence from a Management point of view:  
All administrators of a business firm expect the following characteristics from their business to achieve 
business excellence:  
(1) Growth of assets 
(2) No further investment 
(3) Standardization of products/services  
(4) Operational and performance excellence  
(5) Achieving monopoly in products or services or in business model 
(6) Customer and supplier satisfaction & continuation 
(7) Effective utilization of resources 
(8) Distinguishable quality and features of business entities 
(9) Admired and commanding leadership & control 
(10) Global expansion of business and acceptability by stakeholders 
(11) Assured success 
 
4.2 Business Excellence from Employee point of view : 
Achieving business excellence in an organization from the frame of reference of employees of the 
organization are:  
(1) Enhancing the goodwill of the organization 
(2) Improving productivity through smart work 
(3) Enhanced profit and employee benefits  
(4) Employee motivation & empowerment  
(5) Performance based employee accountability  
(6) Open system with internal organizational human dignity  
(7) Satisfied employees and long term sustainability 
(8) Visionary and effective leadership 
 
4.3 Business Excellence from Supplier Point of view :  
(1) Continuous improvement in raw material consumption  
(2) Up to date in payments 
(3) Automation in order processing through an integrated system 

    
 
 
 
 
 
 
 

 
Customers Point of 
View 

Attaining 
Business 

Excellency 

 
Suppliers Point of 
View 

Management Point of View 

Employees Point of View 
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(4) Business expansion with combined growth 
(5) Business sustainability through ethical practices  
(6) Emotional connection  
 
4.4 Business Excellence from a Customer point of view :  
(1) Standardized products or services 
(2) Quality of products or services 
(3) Satisfaction & delight 
(4) Product durability or Service repeatability  
(5) After sales support  
(6) Value addition  
(7) Customer centered approach 
(8) Emotional connection  

5. BUSINESS EXCELLENCE – RELEVANT APPROACHES :  
Though many business excellence models are proposed and used by many organizations, some of the 
models are recognized and generally accepted in many countries. They are Australian business 
excellence model, American business excellence model called Baldrige model, European business 
excellence model, Singapore business excellence model, Swedish business excellence model, Modern 
business excellence model 2.0 [51], etc. Each model has its own merits and demerits. 
 
5.1 Australian Business Excellence Framework Model (ABEM):  
Australian Business Excellence Framework Model (ABEM) has the following Categories while 
evaluating the business excellence of an organization [62], [51]: 

 Leadership – Importance of visionary and role model as a leader with strategy implementing 
ability. 

 Customers and Stakeholders – Importance of Customer satisfaction & stakeholders’ 
involvement. 

 Strategy and Planning – Importance of planning and implementation of right strategy at right 
time. 

 People – Employee’s contribution and involvement. 
 Information and Knowledge – Right information at right time for right decision making by 

managers at the right time to encash opportunities. 
 Process Management, Improvement, and Innovation – To differentiate products or services 

through new features, business models, or technology. 
 Results and Sustainable Performance – For sustained profit & growth.  

Australian Business Excellence Framework Model highlights on leadership and helps organizations to 
achieve and maintain high levels of performance through lead by example, continuously improve the 
system, understand what markets and customers value, etc. and hence provides : 
(1) The foundation to develop an organization by focussing on sustainable performance. 
(2) Offers a solid structure for integrating all improvement initiatives and organizational decision-
making.  
(3) Helps to achieve organizational goals and deliver increased customer and stakeholder perception of 
value. 
(4) Provides a performance benchmarking program for organizations. 
 
5.2 American Baldrige Criteria for Performance Excellence (BCPE) : 
In 1987, U.S. Congress constituted a business excellence award to the American companies to promote 
performance excellence and provides global leadership in the learning and sharing of successful 
strategies and performance practices, principles, and methodologies. They promoted American 
Business excellence model which is developed and promoted in the name of Malcolm Baldrige. This 
business excellence model is suggested initially in 1988, revised model in 1992, and further revised 
model in 1997 [63, 64].  
 
The Baldrige Criteria for Performance Excellence provide a framework that any organization can use 
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to improve overall performance. The Criteria/constructs are organized into the following seven 
categories:  
(1) Leadership - Examines how senior executives guide the organization and how the organization 
addresses its responsibilities to the public and practices good citizenship.  
(2) Strategic Planning - Examines how the organization sets strategic directions and how it determines 
key action plans. 
(3) Customer Focus - Examines how the organization determines requirements and expectations of 
customers and markets; builds relationships with customers; and acquires, satisfies, and retains 
customers. 
(4) Measurement, Analysis, and Knowledge Management - Examines the management, effective use, 
analysis, and improvement of data and information to support key organization processes and the 
organization’s performance management system. 
(5) Workforce Focus - Examines how the organization enables its workforce to develop its full potential 
and how the workforce is aligned with the organization’s objectives. 
(6) Operations Focus - Examines aspects of how key production/delivery and support processes are 
designed, managed, and improved. 
(7) Results - Examines the organization’s performance and improvement in its key business areas: 
customer satisfaction, financial and marketplace performance, human resources, supplier and partner 
performance, operational performance, and governance and social responsibility. The category also 
examines how the organization performs relative to competitors. 
 
The Malcolm Baldrige National Quality Award (MBNQA) has evolved from a means of recognizing 
and promoting exemplary quality management practices to a comprehensive framework for world-class 
performance, widely used as a model for improvement. Table 5 gives the comparison of constructs of 
Baldrige revised models.  
 
Table 5 : Comparison of Constructs of Baldrige revised models [65, 66]  

S. No. Baldrige 1988 path model Baldrige 1992 path model Baldrige 1997 path 
model 

1 Leadership Leadership Leadership 
2 Information & Analysis Information & Analysis Information & Analysis 
3 Strategic Quality Planning Management of Process 

Quality
Strategic Planning  

4 HR Utilization  HR Development and 
Management  

HR Development & 
Management  

5 Quality of Products and 
Services  

Strategic Quality Planning  Customer & Market 
Focus 

6 Results of Quality of 
Products and Services 

Quality & Operational 
Results  

Process Management  

7 Customer satisfaction  Customer focus and 
satisfaction  

Business Results  

 
The Baldrige performance excellence criteria are a framework that any organization can use to improve 
overall performance. These criterions leads to following core values and concepts which are considered 
as foundation of Baldrige framework : 

(1) Systems perspective. 
(2) Visionary leadership. 
(3) Customer-centered excellence. 
(4) Valuing people in the organization including partners. 
(5) Agility and resilience. 
(6) Organizational learning. 
(7) Focus on success, innovation, creating value, and future. 
(8) Management by fact. 
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5.3 European Foundation for Quality Management (EFQM) Excellence Model (EFQM, 2009). 

Business excellence model of European Foundation for Quality Management consist of nine criteria 
listed below :  
(1) Leadership,  
(2) People,  
(3) Policy and strategy,  
(4) Partnerships and resources,  
(5) Processes,  
(6) People results,  
(7) Customer results,  
(8) Society results, and  
(9) Key performance results 
The concepts and core values of business excellence are similar between the various models and for 
two most popular models Baldrige Criteria for Performance Excellence (BCPE) and European 
Foundation of Quality Management (EFQM) are listed in table 6 [67]. 
 
Table 6 : Comparison of constructs (concepts and core values) of Australian, American (BCPE) and 
EFQM [67] 

S. No. American Business 
Excellence Model (11C) 

Australian Business 
Excellence Model (7C) 

EFQM Business 
Excellence Model (8C) 

1 Visionary leadership Leadership as role model Creating a Sustainable 
Future 

2 Customer-driven excellence Focus on Customers and 
Stakeholders

Adding Value for 
Customers 

3 Organizational and personal 
learning 

Strategy and Planning Developing Organizational 
capability 

4 Valuing workforce members 
and partners 

People (Contribution & 
involvement)

Succeeding through the 
Talent of People 

5 Agility and resilience  - Managing with Agility
6 Focus on the future  Information and 

Knowledge 
Harnessing Creativity & 
Innovation 

7 Managing for innovation Results and Sustainable 
Performance 

Sustaining Outstanding 
Results 

8 Management by fact Process Management, 
Improvement and 
Innovation 

Leading with Vision, 
Inspiration & Integrity 

9 Societal responsibility - - 
10  Focus on results and creating 

value 
- - 

11 Systems perspective - -
 
EFQM describes the continuous improvement of the quality of products and services from customers 
perspectives. Accordingly, managers and leaders in organizations set up ways of working for efficient 
performance by involving everyone in the continuous improvement process of meeting the internal and 
external needs of customers.  
 
5.4 Singapore Quality Award Criteria (SQAC) –  
The Singapore Quality Award (SQA) framework is proposed and developed by SPRING Singapore to 
motivate Singapore’s organizations to improve quality standards and to achieve business excellence. 
The award was initiated to Singapore’s organizations to showcase their commitment to world-class 
nosiness excellence. The framework consists of seven quality components and nine core values and 
concepts as listed in table 7.  
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Table 7 : Seven components and nine core values and concepts of SQA 
S. No. Quality components  Core values and concepts 
1 Leadership Visionary leadership  
2 Planning  Customer driven quality  
3 Information  Innovation focus  
4 People  Valuing people & Partners  
5 Processes  Agility  
6 Customers Focus Knowledge driven system  
7 Results  Societal responsibility  
8 - Results orientation  
9 - Systems perspective  

 
As seen in table 4, the Singapore Quality Award (SQA) framework focus on visionary leadership, 
customer driven quality planning, customer feedback based information for further improvement, 
dedicated, committed and highly skilled workforce, automated processes, and result oriented service to 
achieve business excellence [68]. 
 
5.5 Business excellence models of Swedish Institute for Quality (SIQ):  
SIQ Management model consists of five criteria for evaluation of an organization for its business 
excellence and the metric evaluation is for 1000 scores [69]. These criteria along with their components 
and weightage scores are listed in table 8.  
 
Table 8 : SIQ Management model with evaluation criteria for total 1,000 scores 

S. No. SIQ Criteria  Components  Scores  
1 Customers & 

Stakeholders 
(150) 

Understanding needs and expectations  50 
Create value with them  50 
Create promises to them 20 
Follow up the level of satisfaction  30 

2 Management 
(125)  

Plan for sustainable organization 30 
Lead it for sustainability  40 
Lead coworkers  30 
Lead processes  25 

3 Coworkers  
(125) 

Develop coworker skills  40 
Promote creativity and participation 45 
Follow up coworkers and create good 
working environment 

40 

4 Operational processes 
(100)  

Establish processes 30 
Improve processes  70 

5 Results  
(500)  

Results of Customers & Stakeholders 100 
Results of coworkers  100 
Results of Social sustainability  100 
Results of environmental sustainability 100 
Results of financial sustainability  100 

 
Swedish Institute for Quality framework gives focus on results of satisfactory service provided by the 
organization with the direction of its leader to Customers & Stakeholders through dedicated coworkers 
by improving operational processes and financial sustainability of the organization along with its 
environmental and social sustainability. 
 
5.6 Business excellence models 2.0 : 
By assessing these in relation to today’s new business landscape, the authors suggest that emphasizing 
issues such as stakeholder co-creation of value, stakeholder dialogue, service innovation, service logic, 
business ethics and different views on resource integration can alter the view of quality improvement 
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from economic, social and environmental perspectives, in turn, leading to Business Excellence 2.0 [51].  
 
5.7 New Proposals on achieving Business Excellence :  
Business excellence is a stage of sustainable optimum performance within the constraints. 
Organizations can achieve business excellence by focussing on internal performance based on their 
long-term objectives. Apart from the above theories and models which support organizations to achieve 
excellence, the following three more methods are also helping organizations both in production and 
service industries to achieve performance excellence.  
(1) Business performance excellence through Theory of Accountability to enhance the individual & 
team performance [70 – 75].  
(2)  Business performance excellence through complete automation of business processes by means of 
Innovative use of Universal Technologies [76 – 80]. 
(3) Business performance excellence through an emotional connection with stakeholders by adopting 
the Essence of Indian Knowledge, Culture, and Tradition [81-82]. 
The internal productivity and performance of an organization can shoot up by the effective 
implementation of the Theory of accountability or by automating every process using intelligent or 
super-intelligent machines using universal technologies or by improving and Indianizing organizational 
culture using Indian philosophy. In this paper, it is analyzed how the Theory of Accountability can be 
used for achieving business excellence in organizations in any country.  

6. THEORY OF ACCOUNTABILITY (THEORY A) :  
Educating and motivating the internal stakeholders to understand the business objectives, to involve 
individually and in groups in quality improvement processes, enhancing self-contribution through 
inspired by role-models, ensuring the performance through continuous monitoring from the system, and 
finally, accountability-based incentives for their contribution to organizational excellence are some of 
the constructs of theory of accountability. The theory of accountability deals with improving the 
efficiency, effectiveness, and productivity of an organization by implementing the principles of 
responsibility and accountability on various designated employees, thereby, contributing to 
organizational excellence. By optimizing employee’s performance through a systematic strategy, 
organizations can achieve business excellence. Accountability is the only criterion which makes a man 
(leader/manager/employee) to perform optimally to fulfil his responsibility completely.  
 
Components of Theory of Accountability :  
Figures 2 and 3 depict various components and constructs of Theory A [72].  

 
Fig. 2: Components of Theory of Accountability for organizational business performance excellence 

[73] 
 



 

13  

 
Fig. 3: Major constructs of Theory A [73]. 

 
Major Elements of Theory of Accountability & Compensation are : 

• (1) Problem identification based on the objectives of the organization  
• (2) Planning based on set objectives  
• (3) Responsibility setting  
• (4) Target setting  
• (5) Resource allocation  
• (6) Working strategy  
• (7) Role model  
• (8) Motivation  
• (9) Monitoring & Guiding  
• (10) Performance measurement metric  
• (11) Accountability  

 
Theory of Accountability argues that excellence in organizational performance through quality 
productivity and quality service can be achieved by implementing the components of it effectively. 
Hence it stresses on human development, motivation, and accountability for ensured individual and 
organizational success.  

7. THEORY OF ACCOUNTABILITY (THEORY A) APPLIED TO ORGANIZATIONAL 
PERFORMANCE : 
7.1 Business Excellency & Organizational Performance :  
According to the Theory of Accountability, the relation between Business excellence and 
Organizational performance with Organizational accountability and Organizational objectives are 
depicted in figure 1. The business excellence can be derived from exceptional organizational 
performance, which depends on organizational internal and external accountability which in turn 
depends on organizational set objectives [74].  
 
 
 
 
 
 
 
 

Fig. 4 : Relation between Business excellency and Organizational performance with Organizational 
accountability and Organizational objectives 
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The major steps to be followed while implementing Theory of Accountability in an organization to 
achieve performance excellence are :  
(1) Planning :  
Planning is an important determinant component of the Theory of Accountability and the first step for 
transforming the organization as per its vision, mission, and objectives. Planning supports to optimize 
the employee’s contribution to the organization by understanding the organizational objectives. By 
involving employees of the organization in setting or refining the objectives, the leaders can encourage 
their employees to think and contribute innovatively. The planning strategy of Theory A also focuses 
on how organizations can develop and implement a monopoly or competitive business strategy in their 
business to achieve excellence. Theory A also suggests that the planning component should involve 
employees in analyzing the organizational strengths, limitations, opportunities, and challenges and 
involving themselves in organizational transformation into highly productive and sustainable. 
 
(2) Target Setting :  
Target setting is another determinant component of the Theory of Accountability. Accordingly, the 
time-bound targets have to be set both teams and individuals in an organization to improve performance. 
The time-bound target should be set and communicated to every employee for quarterly, half-yearly, or 
annually based on institutional policy to allow everyone to prepare and devote their efforts toward 
dedicated performance. 
 
(3) Motivation :  
This component of the Theory of Accountability will help employees to discover their hidden potential 
through self-exploration. Based on the target of individuals and teams, the organization should develop 
implementation policies and should identify various motivational strategies which can overcome the 
weakness of the employees and encourages them to outperform with others. This should also involve 
factors which appreciate individuals to contribute through collaboration and various task based 
strategies for better performance toward achieving organizational excellence.  
 
(4) Work Strategies :  
Work strategy provides a time-bound plan for teams and individuals to reach their targets. Re-defining 
targets based on successive fulfilment to reach excellence is another part of work strategy. Work 
strategy also supports to collaborate other teams and people simultaneously as a multitasking model.  
 
(5) Responsibility :   
According to this component, when employees show their responsibility towards achieving the 
organizational objectives, productivity and service quality of the organization will enhance, which in 
turn will improve customer satisfaction and contribute to customer delight. Organizations should 
identify those employees who have the ability to take responsibility by themselves and encourage them 
for enhanced contribution.  
 
(6) Role model :  
Role models are essential in the organization to prove that given targets can be achievable. Based on 
high set targets, employees may have fear of its realization. By showing exceptional achievers who 
contribute highest to the organization as role models, either from internal or external to the organization 
in a similar field, the organization should prove that set targets are achievable. Role models are those 
who inspire every employee through their higher productivity despite constraints. Such role model 
based organizational targets inspires the employees to perform better by contributing to the 
organizational business.  
 
(7) Monitoring :   
Monitoring the performance is another component of the Theory of accountability. In time monitoring 
the performance and comparing it with planned target and further motivating by the team leaders or 
superiors to accelerate the productivity of the organization. This will create responsibility among 
employees and avoid redundancy. It is argued that continuous monitoring and guiding process provides 
confidence among the employees and will keep team performance high.  
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(8) Accountability :  
Accountability is the final component and last step in the Theory of Accountability. Accountability 
should be fixed to every employee of the organization, including the team leaders so that satisfaction 
and justice among the employees can be maintained. Accountability should be decided by the 
organization based on its policy and is inconsistence with the performance of individual employees. 
Accountability may be either positive or negative depending on a strict developed policy for achievers 
and losers, respectively.  
 
7.2 Factors affecting Organizational Business Excellence :  
According to Theory A, the following factors affect the employee performance of an organization [74].  
(1) Organizational Objectives & Business Excellence :  
Identifying organizational objectives for sustainable business by providing exceptional quality to 
customers to satisfy and delight them is the foundation of achieving organizational business excellence.   
 
(2) Planning based on set objectives : 
Planning and implementation based on set objectives are essential for following survival, sustainable, 
completive, or monopoly strategy to differentiate the organization to achieve business excellence.  
  
(3) Responsibility & Target setting :  
Recruiting employees who can be responsible for achieving organizational objectives will definitely 
contribute to enhancing productivity at lower cost and improve the quality of service up to the 
satisfaction of customers. Responsible and motivated employees with focussed target will contribute to 
quality production and service in an organization and satisfy as well as delight their customers and also 
fulfill the expectations of their suppliers and collaborators. This in turn contributes toward achieving 
their organizational excellence.  
 
(4) Resource allocation & Motivation : 
The basic intention of Theory A is to improve employee performance by means of motivating them for 
optimum contribution. This will also help them to discover their own potential through self-exploration. 
The organization should develop and implement various policies and allocate required resources to the 
employees to optimize their contribution toward improving organizational performance from both 
customers and the public point of view. Motivation may include support to identify weaknesses, 
encouragement to come at par with others, appreciation of the fair performance, encouragement for 
collaborative approaches, developing task-based strategies, opportunity for advancement of better 
performers, etc [83]. Through systematic resource allocation and motivation, organizations can boost 
employee performance and enhance service quality.  
 
(5) Working strategy based on Role model :  
Strategy is a systematic plan to reach the target and to ensure success. By developing a suitable working 
strategy for maximum performance compared to role model performance, an organization can 
accelerate its employee involvement in quality service. People who outperform by redefining their 
targets and inspire others in the organization are treated as role models. Such people will quickly grow 
and get promotions vertically along with organization growth. Such individual growth strategies have 
seen in many growing organizations which want to achieve business excellence. Strategies like 
teamwork through collaborating with other people, working on more than one sub-activities 
simultaneously are helping the organization to achieve organizational excellence by improving service 
quality and productivity [84].  
 
(6) Monitoring & Guiding :  
Performance monitoring and comparing with universal standards and best practices is essential in every 
organization which wants to excel in service quality. The theory of accountability focuses on monitoring 
employees contributions by superiors and guiding them in time for corrections. This will stimulate 
individual and organizational performance toward customer satisfaction and delight by continuous and 
radical improvements in the quality of products and services [85].  
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(7) Performance measurement metric & Accountability :  
In order to ensure excellence in business, organizations should continuously measure the performance 
of their products and services against global standards as well as their competitors and take corrective 
measures if there is a lagging. There should be a properly developed quality and performance 
measurement system using standard and acceptable metrics. Based on performance measurement of 
individuals and teams, accountability should be set for everyone including the head of the departments 
and heads of the organizations. Consistency in individual and team performance leads to organizational 
business excellence. Every organization should develop a policy for accountability, which should be 
positive or negative for achievers of targets or failures to achieve the targets, respectively [86]. 

8. COMPARISON OF THEORY OF ACCOUNTABILITY & BALDRIGE CRITERIA FOR 
PERFORMANCE EXCELLENCE : 
The Theory of Accountability, when implemented systematically can support an organization to 
perform better and to achieve its objective of reaching to business performance excellence. An 
organization can develop a better and successful leader by means of a productive environment where 
employees are responsible for contributing excellence to the productivity and effectiveness of service 
quality through self-motivation, dedication identified. and self-set targets by seeing effective role 
models who are exceptional performers [86-88]. Theory of accountability promotes organizational 
performance excellence through its concept, procedures, and applicability in any kind of organization 
in different industries. In this section, the Theory of Accountability for achieving performance 
excellence in organizations is compared with the American Baldridge Criteria of performance 
excellence.  
 
8.1 Conceptual Comparison :  
Table 9 lists the conceptual criterion of American Baldridge Criteria of performance excellence are 
compared with the Theory of Accountability for achieving performance excellence in organizations. 
Here, finally, Baldridge criteria focus on measuring output results whereas the Theory of Accountability 
focuses on achieving organizational excellence.  
 
Table 9 : Comparison of 7 Criterion of Performance Excellence  

S. No. Baldrige Criteria for Performance 
Excellence 

Theory of Accountability for Performance 
Excellence 

1 Leadership Organizational Objectives  
2 Strategic planning Planning based on set objectives 
3 Customer focus Responsibility and Target setting 
4 Performance measurement, analysis, and 

knowledge management 
Resource allocation and  
Motivation  

5 Workforce focus Working strategy based on Role model  
6 Process management Monitoring and Guiding 
7 Results Performance measurement metric & 

Accountability 
 
8.2 Procedural Comparison :  
Table 10 lists the comparison of the procedures of developing responses in the case of Baldridge Criteria 
of performance excellence and Theory of Accountability for achieving performance excellence. It can 
be argued that the Theory of Accountability has a straightforward procedure to achieve organizational 
excellence like Baldrige criteria.  
 
Table 10 : Comparison of 7 procedures of developing responses  

S. No. Procedures for developing as per 
American Baldrige Criteria  

Procedures for developing as per Theory of 
Accountability  

1 Identify the scope of the assessment: will 
it cover the entire organization, a subunit, 

Identify organizational objectives from each 
stakeholder and validate them from top 
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a division, or a department? management.  
2 Select seven champions, one for each 

Criteria category, to lead a team in 
preparing responses to the questions in 
the category. Have the champions write 
your Organizational Profile. 

Planning based on set objectives by developing 
both short term and long term plans by means 
of organizational analysis, environmental 
analysis, identifying, evaluating, and choosing 
optimum plans.  

3 Form category teams. Have the members 
collect data and information to answer 
the questions in their respective 
categories, referring to the notes after 
each item and the Category and Item 
Commentary as guides. 

Responsibility & Target setting by Recruiting 
suitable people who are eligible with skills and 
confidence for dedicated performance and 
setting their target with responsibility.   

4  Have the teams share their answers to the 
Criteria questions and identify common 
themes and missing linkages. 

Motivating the employees by providing 
required resources, systems, and technology 
for maximizing productivity and performance. 

5 Have each category team create and 
communicate an action plan for 
improvement based on their answers. 
Consider using the Self-Analysis 
Worksheet, a Word file that may be 
downloaded for free from our website. 

Working strategy based on the Role model:  
Every employee should develop a working 
strategy with the guidance of their leaders or 
superiors who may be role models in the 
organization in order to reach the 
organizational goal of providing excellent 
services to the customers and hence to achieve 
business excellence.  

6 Have the seven champions and other 
senior leaders build an overall action plan 
based on overall organizational priorities.

Continuous monitoring of the performance of 
an individual employee is essential by 
superiors for keeping them on track for not only 
meeting their targets but more than that for 
customer and collaborator delight. 

7 Evaluate the self-assessment process, and 
identify possible improvements. Involve 
senior leaders, champions, and teams. 
The teams will need to collaborate to 
address questions that link the categories 
to each other. 
 

The last stage of the theory of accountability 
with measuring the performance of individuals 
by developing suitable metrics and offering a 
performance based compensation system. This 
stage reward employees who reach the target 
and punish the employees who fail to reach the 
target. Such an accountability system keeps the 
employees alert and demands the best 
performance, which in turn contributes to 
organizational business excellence. 

 
8.3 Comparison using ABCD framework :  
ABCD analysis is developed by Aithal et al [89, 90] during 2016 for analyzing advantages, benefits, 
constraints, and disadvantages (or drawbacks) of a system, concept, idea, product, service, material, 
process, or strategy from related stakeholders’ point of view. The format of ABCD analysis can be 
qualitative or quantitative. Qualitative ABCD analysis consists of listing the advantages, benefits, 
constraints, and drawbacks of the issue to be discussed from various stakeholder point of view [91-
100]. Qualitative ABCD analysis consists of factors and elemental analysis to identify various affecting 
factors and critical constituent elements [101-106]. Here, the Baldrige Criteria and Theory of 
Accountability are compared for performance excellence using the Qualitative ABCD analysis 
framework and are listed in table 11.  
 
Table 11 : Qualitative ABCD analysis of Baldrige Criteria and Theory of Accountability 

Constructs American Baldrige Criteria Theory of Accountability 
Advantages (1) Stress on organizational leadership 

(2) Importance of organizational 
(1) Stress on organizational objectives 
leading business excellence. 
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planning 
(3) Customer focus leads to customer 
satisfaction and delight.  
(4) Measurement and analysis of 
performance supports systematic 
knowledge management for current 
future decisions. 
(5) Focus on workforce provides 
special attention, regulations, training, 
employee engagement tactics and 
strategies. 
(6) Process management and 
innovation using technology provides 
automation and quality improvement. 
(7) Output results of the organizational 
performance provides business success. 

(2) Importance of organizational 
planning based on set objectives. 
(3) Responsibility and target setting 
lead to improved performance towards 
productivity and satisfactory service to 
the customers. 
(4) Resource allocation &  
Motivation gives support for quality 
service and job satisfaction 
(5) Working strategy based on Role 
model simulates to fix a high goal and 
boost confidence.  
(6) Monitoring & Guiding supports the 
employees psychologically. 
(7)  Performance measurement by 
suitable metric and making 
accountable for individuals’ 
contribution both positively and 
negatively is the important and final 
step. 

Benefits (1) Visionary leader is a boon to the 
organization and the foundation for 
reaching business excellency 
(2) Organizational planning leads to its 
preparedness to face future challenges. 
(3) Customer satisfaction and delight 
gives the benefit of retaining existing 
customers and attracting new 
customers. This will also create positive 
public perception and goodwill.  
(4) Knowledge management leads 
organizational learning and helps to 
improve decision making process. 
(5) Focus on workforce leads 
improvement in workforce facilities 
and its empowerment. This improves 
contribution to organizational 
performance leading to business 
excellence. 
(6) Innovative process management 
leads differentiation and lowering the 
cost. 
(7) Sustainable output result of extra-
ordinary organizational performance 
leads customer satisfaction, customer 
delight and creates consistent brand for 
achieving business excellence.  

(1) Organizational objectives based 
business excellence creates goodwill 
from customers and society. 
(2) Optimum performance by 
employees coincided with both 
individual and organizational goals. 
(3) Setting targets and fixing 
accountability ensures creativity and 
hard work. 
(4) Employee assumes responsibility 
utilizing opportunity to perform 
(5) Focussed challenge through role 
model assures performance and 
ensures success. 
(6) Continuous monitoring ensures 
accelerated progress in the task. 
(7) Accountability results in 
sustainable organizational 
effectiveness.  
(8) Theory of Accountability improves 
organizational excellence through 
individual excellency. 
(9) Focus on the critical success factors 
like target setting by showing the role 
model, motivating and monitoring, and 
accountability based on output results 
of individuals and teams certainly 
improves the organizational 
performance. 

Constraints  (1) Organizational current performance 
depends on current leadership which 
increases the responsibility of leaders. 
(2) Systematics Implementation of 
planning through identifying 
committed employees 

(1) Not all organizations have strong 
and committed leadership. 
(2) Differentiating talents are difficult 
in complex organizations 
(3) Organizational and environmental 
constraints may affect resource 
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(3) Customer satisfaction and delight is 
complicated aspect due to changes in 
customer perception. 
(4) Performance measurement, analysis 
and knowledge management needs 
development of effective metric and use 
of latest technologies. 
(5) Focus on workforce needs 
resources, continuous training, 
motivational tactics, and role models 
for extra-ordinary performance. 
(6) Innovation in Process management 
need suitable proprietary technology 
and efficient, long term committed & 
extraordinary employees. 
(7) Organizational excellence and 
sustainable success through innovative 
technology, highly motivated 
employees, committed leaders, and 
optimum business model is a 
challenging proposition in many 
industries and industry sectors due to 
changes in perception of customers.  

allocation. 
(4) Not all employees may be proactive 
in setting targets. High target may 
hamper the customer delight. 
(5) The absence of a role model may 
feed negative thinking in the mind of 
employees. Jealousy towards role 
models may hamper positive spirit. 
(6) There may be hesitation in 
accepting theory A as a basic 
philosophy for motivation and 
management. 
(7) Setting and implementing 
accountability is difficult based on 
employee social conditions in the 
society.  
(8) Identification & selection of 
optimum performers as employees is 
difficult. 
(9) Organizational excellence and 
sustainable success through innovative 
technology, highly motivated 
employees, committed leaders, and 
optimum business model is a 
challenging proposition in many 
industries and industry sectors depend 
on the attitude and perception of top 
leaders.

Drawbacks  (1) Weak leader spoils the fate of 
organization 
(2) The fate of employees depends on 
nature of leader. 
(3) Achieving customer delight is 
costly, complex, and time consuming 
process.  
(4) Performance measurement, 
analysis, and knowledge management 
is costly and long term process in 
organization and need special focus. 
(5) Focus on workforce by creating 
extra ordinary working environment is 
difficult in certain industries due to 
resource constraints and investment 
fear of future uncertainties.  
(6) Innovation in processes needs 
competitive technology and huge 
investment and risk.  
(7) Maintaining excellence is difficult 
based on maintaining sustainable 
organizational output due to changes in 
internal performance and external 
stakeholder’s expectations.

(1) Target setting would be a difficult 
process for some employees and 
inability to realize targets may give 
frustration. 
(2) All employees may not assume 
responsibility easily. 
(3) Some individuals fail to be 
motivated by creativity. 
(4) Demands committed leaders as 
managers and role models. 
(5) Log process and takes time to 
generate output from slow performers. 
(6) Some individuals may be 
pessimistic about their own potential. 
(7) Negative accountability is difficult 
to accept in society. 
(8) Maintaining excellence is difficult 
based on maintaining sustainable 
organizational output due to changes in 
internal performance and external 
stakeholder’s expectations. 
 

 
9. DISCUSSIONS :  
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Table 12 compares the Attributes of Business Excellence Models with the attributes of Organizational 
Theory of Accountability for superior organizational performance.  
 
Table 12 : Comparison of the Attributes of Business Excellence Models with the attributes of 
Organizational Theory of Accountability  

S. No.  Core values and Concepts Core values and Concepts 
1 Visionary leadership:  

Senior leaders should involve in setting the 
directions to create customer focus business 
with clear and visible organizational values 
and organizational expectations to all 
stakeholders of the organization. 

Problem identification based on the 
objectives of the organization:  
The senior leaders set clear objectives of the 
organization and decide the values and 
traditions to be inculcated among the 
employees to provide satisfactory and 
delightful service to the customers. 

2 Customer-driven excellence:  
Customers judge the quality and 
performance of the organizational products 
or services. Organization should focus on 
improving all product features and 
characteristics and all modes of customer 
access and support that contributes value 
from customer point of view. 

Planning based on set objectives:  
Strategic planning and procedure to realize 
the objectives should be developed to 
identify, acquire, and retain appropriate 
human resources and systems and further to 
empower employees. This creates a 
supportive working atmosphere in the 
organization to provide better service.  

3 Organizational and personal learning:  
Organizational and personal learning leads 
to improving organizational performance 
through sharing knowledge via systematic 
processes, using both continuous 
improvement of existing approaches and 
radical changes lading to new goals and 
approaches.  

Responsibility setting:  
Identifying and distributing the various 
responsibilities for suitable people for 
suitable work is the major component of the 
theory of accountability. People who are 
responsible are more determined and 
dedicated to achieving their targets. 

4 Valuing workforce members and 
partners:  
Engaging the workforce and valuing the 
partners with clear directions and 
performance accountability leads 
organizational success.  

Target setting:  
Leaders should set the target for every 
employee or team and create an 
environment to archive it. Keeping the 
target high and supporting continuously to 
achieve it is the characteristic of high-
performing leaders.  

5 Agility:  
Agility is the capacity of leaders and 
employees for rapid changes and flexibility 
in internal and external environment which 
gives success in ever changing globally 
competitive environment. 

Resource allocation:  
Allocation of the right resources at the right 
time motivates the employees to achieve 
their targets.  
 

6 Focus on the future:  
Organizational sustainability and progress 
depend on understanding the future 
opportunities in market place both short term 
and long term perspectives. 

Working strategy:  
Every team and employee should be 
encouraged to develop working strategies to 
plan, execute, and even outperform with the 
responsibility to achieve their targets.  

7 Managing for innovation:  
Innovation is key factor to make meaningful 
changes in products, services, programs, 
operations, processes, and business models 
to create new value for stakeholders. 
 

Role model:  
Proving the possibility of achieving the 
target and further increasing the target is the 
responsibility of the leader by showing a 
role model in the same field who is an 
exceptional achiever. A role model can be 
from internal to the organization or external 
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to the organization. Showing the role model 
is the main component of the inspiration of 
employees. 

8 Management by fact:  
Continuous measurement of organizational 
performance is essential. Useful information 
should be derived from organizations key 
processes, output, and results.  

Motivation :  
The motivation of employees to perform 
better and to provide faithful service is 
another primary requirement in business 
organizations. Organizational performance 
depends on the effective contribution of 
positive thinking employees. Both customer 
satisfaction and delight-ness are possible 
only through highly motivated employees. 

9 Societal responsibility:  
Organizations through its leaders should 
show responsibilities towards public through 
its ethical behaviour and providing social 
benefits.  

Monitoring & Guiding:  
Team leaders and managers should 
continuously monitor the performance of 
the employees and guide them towards 
achieving their targets. It is also required to 
redefine the goal and target of individual 
and group performance to achieve 
performance excellence. 

10 Focus on results and creating value:  
The performance of an organization is 
measured through its output results, the 
organization should focus on its key results 
which create value for its stakeholders. 

Performance measurement metric:  
The performance of individuals, teams, and 
hence the organization should be measured 
using identified measurable parameters 
(metric) which decide the output results 
and the value created by individuals and 
the teams of the organization.  

11 Systems perspective:  
System model of organization with known 
inputs, processes, output, and environment 
allows any organization to manage 
holistically and to understand how its 
components interact and align to achieve 
success.  

Accountability:  
The business excellence of an organization 
depends on the Performance of individuals 
and teams towards achieving organizational 
goals by reaching the allotted targets 
effectively and efficiently. If employees 
overperform, the customers can get 
delighted. Through proper set 
accountability both in a positive and 
negative manner, the employees get 
inspiration and stimulation as well as 
pressure to become a winner through 
exceptional performance. This leads to 
organizational success as a whole. 

 

10. CONCLUSION :  
Theory of Accountability has specific and strong components than American Baldrige Criteria of 
organizational business excellence. The components of the theory of accountability are complementary 
to achieve the Baldrige Criteria in an organization. Theory of accountability builds a strong pillar to an 
organization to achieve components of the Baldrige model in the process of improved performance 
thereby achieving organizational excellence. Similarly, one can argue that other business excellence 
criteria also can be achieved by implementing theory of accountability in the organization. The theory 
of accountability components plays a major role in organizational productivity and stakeholders’ 
satisfaction. Organizations of the 21st century can invest their resources and efforts to implement the 
Theory of Accountability model for survival, sustainability, competition, monopoly, and growth and 
expansion in the global scenario.  
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