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�Ibelieve in the simple yet effective
fundamental fact that, “managers manage

and leaders lead”. Trust is at the heart of every
relationship and extraordinary leaders have the
ability to motivate and inspire a team to go beyond
what is expected. A great leader can transcend and
enliven the corporate culture, which for me is our
exemplary work environment that is injected with

exceptional staff empowerment, and extraordinary
commitment to its customers. The realisation that
‘people are your most valuable asset’, is something
every leader who aspires to become exemplary must
grasp. If a leader and his/her organisation does not
support this philosophy, does not live and breathe it
on a daily basis, then he/she will not succeed as a
leader. Being sensitive to different cultures and
nationalities and realising that everyone has a
different motivational trigger that brings out the
best in them, are important. People have different
talent and need to be ‘guided’ differently to fulfil
their individual aspirations and help achieve the
company’s goals. A true leader creates standards of
excellence in people and product while setting an
example for others to follow, despite the hurdles
placed in front of them. Passionate leaders envision
the future and have the unique ability to help others
‘live their dreams’ and make it a reality. Passion
and expertise drives enthusiasm; enthusiasm drives
people to see beyond. In addition to that, you always
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have to challenge yourself and your comfort zone.
As a leader, I am proud to say that one of our

company’s most valued core principals is giving
back to the community in which we operate hotels.
Our ‘Community Foot Prints Programme’ helps give
back, assists under privileged people and helps
improve life and conditions. This is the most
rewarding opportunity when you realise that you
are a part of something bigger than just running a
hotel - being a part of the community.

A defining moment was when I realised that my
personal philosophy in life was reflected in the
principles the company that I worked with. It is
easy to work for a company when trust, honesty,
respect, integrity and commitment are highly
valued and in alignment with your personal and
family goals.

I believe in the motto: “do the right thing because
it is the right thing to do”. In the business world, no
matter what country or demographic you are in, all
you have is your personal reputation. The biggest
legacy a leader can have is recognising and
motivating the people around him/her to pursue
true excellence. For us, it is about creating
exceptional service through an internationally
renowned brand. Give credit to people who deserve
it the most; exceptional leaders celebrate each
other’s successes and failures as a team. The Ritz-
Carlton being a global brand provides huge growth
opportunities to work across the world and with the
most talented individuals in our business.

�In today’s challenging business
environment, a combination of skills is

required to be an exemplary leader. These skills
are in-depth knowledge of one’s area of expertise,
innovation, team management and meticulous
hard work with strong ethics. Any employee,
irrespective of hierarchy, with such skill-sets can
evolve into an exemplary leader.

The true spirit, grit and mettle of a leader are
tested under tough conditions. When faced with
such economic conditions in the past, I utilised
the time to transform our organisation internally
by making the employees ‘future-ready’ through
motivation, training and empowerment. A typical
case study that I can relate to is our own
organisation. In recent tough times wherein the IT
industry underwent a paradigm shift, we’ve spent
quality time in motivating, training and
empowering our employees. We collaborated
internally to make crucial decisions including
cost-cutting and have continuous communication
with our employees and customers, to keep the
pace of the business steady. In 2012, we
transformed our organisation across all levels to
prepare for newer challenges in the IT industry.

An exemplary leader is well-aware of internal
and external economic factors. By nurturing all
the levels of the organisation in tough times,
creating win-win situations with the customers
and suppliers and finally giving some
contribution back to the society are crucial. Thus,
a leader plays an active role in improving the
economy as a whole. While a legacy is classically
defined as something of significant and ‘lasting
value’ that survives its creator, the best legacy is
one that can be lived before it is left behind. Create
a legacy that transcends your career. To be
successful - do what’s right, the right way, at the
right time. Leadership is learned overtime. People
skills, emotional strength, vision, momentum  and
timing are all areas that can and should be
learned. Leaders are always good learners.
Success is only another form of failure if we
forget what our priorities are.

When it comes to leadership, there are no
shortcuts. Building trust requires competence,
connection and character. The potential of an
organisation depends on the growth of its
leadership.

NITIN SHAH,
CHAIRMAN & MD
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THE KEY LEADERSHIP 
MANTRAS today are:
➊TO BE CUSTOMER-CENTRIC AND FORTHCOMING TO

DELIVER ADDED VALUES;
➋TO CREATE A WIN-WIN SITUATION FOR THE COMPANY

AS WELL AS CUSTOMER;
➌TO COME UP WITH OUT-OF-THE-BOX SOLUTIONS

COLLABORATIVELY;
➍TO CONSTANTLY MONITOR, MENTOR, TRAIN AND

MOTIVATE THE EMPLOYEES.
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SHAH (CENTRE) WITH HIS TEAM

most important leadership lessons that I have learnt
in my journey this far is that effective decision-
making comes from leveraging the combined power of
logic and intuition, especially in uncertain times.

We have recently launched a knowledge-sharing
platform called 'Livewire', using the philosophy of
'gamification'. Through this initiative, we wish to
motivate employees to contribute and share
knowledge not only at a technical, but also the
cultural level. Employees will earn points for their
contribution, which will in turn, be converted into
funds by HFI for CSR activities, thereby making this a
unique way to foster a rich organisation-wide culture.
Yet another aspect of exemplary leadership is the
passion and pride towards making a positive
contribution to the society at large.

The leaders must keep alive a culture wherein
individuals thrive - not only as professionals, but also
as 'people'. Divergent points of view must be
encouraged and every team member must be
empowered to act. These are the mantras that I adhere
to.

As a final word of advice to the young and fast-
paced leaders of tomorrow, emphasis should be laid
on the importance of stability to rise as a leader. It is
not only important to find the work that you love
doing, but also to pursue it for a sustained period of
time. Switching jobs quickly might lead to financial
growth; however, to mature into a successful leader,
one needs to be persistent and build equity in one
place over time.

logic +
intuition =
exemplary
leader

+
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�Having grown from the position of an intern to
be the managing director of Human Factors

India Pvt. Ltd. (a fully-owned subsidiary of Human
Factors International, Inc), my leadership journey
helped me derive valuable learnings.

As managers grow and transition into leaders, it is
pivotal for them to understand the difference between
the two roles. This understanding is the starting point
of being a leader. There is a big distinction between
the two, and understanding that distinction is one
aspect that separates a good leader from an exemplary
one. Primarily, a manager manages people and it's
often their job to build consensus. Leaders don't
necessarily do that. They create a compelling vision
for the future, believe in it and follow it, and inspire
others to do the same.

To be able to build that vision for others in the team

to follow, the leader's belief and passion in their line of
work is of paramount importance. Only if you have
an integral core belief in the purpose of your work
and an ardent passion for it, will you be able to lead
others in it. HFI is a pioneer in User Experience and
has been involved in revolutionary work for clients
the world over. It is the value that User Experience
creates for our clients, their customers and the
ecosystem at large that motivates me to work each day.
When I experience the joy in my work, I can inject
that same enthusiasm and enjoyment into my team.
The basic tenets of User Experience and successful
leadership are very similar in nature - empathy and
deep understanding of your stakeholder's needs.

Organisations today are riddled with challenges on
all fronts, and more and more, a leader's role is no
longer limited to achieving business goals. We have to
constantly prepare, adapt, and innovate offerings in
order to ensure success, even during turbulent times.
At times like these, a leader's resilience and their
steadfastness in steering the company through those
troubled waters are most required  traits. One of the

Leaders must keep
alive a culture
wherein individuals
thrive – not only as
professionals, but
also as ‘people’

SAURABH GUPTA,
MD, HFI INDIA
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