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A B S T R A C T 

This research study aims to identify the competencies required for upper management to succeed in today's business scenario, emphasising service design 

thinking's transformative power. The objectives pertaining to Identifying core competencies for the success of upper management in today's business scenario, 

providing vertical heads with the opportunity to learn and apply Service Design Thinking tools and techniques. Fostering a collaborative and interactive learning 

environment for vertical heads to share experiences and insights and enabling vertical heads to develop an action plan for applying the identified competencies to 

their respective organizations. The research study used a mixed-method approach; a total sample of 28 vertical heads participated in  the study and data was 

collected using a questionnaire later the data was analysed using thematic analysis. A one-day workshop was organized where participants engaged in activities 

such as creating personas, empathy mapping and customer journey mapping. The findings suggest that there are two broad categories, the theme of innovation 

and theme of Improvement. Themes of Improvement included customer-centricity, technological excellence, employee development, process improvement, 

collaboration and branding, employee satisfaction, service quality and delivery, and organizational communication. Themes of Innovation encompassed 

innovations and product development, team building and leadership, IT infrastructure and upgrading, branding, and marketing, employee engagement and 

welfare, as well as business development and revenue generation. 

Keywords:Service Design Thinking (SDT), Vertical heads, Common Service Centre (CSC),  Competencies.  

Introduction   

In today's dynamic and ever-changing business landscape, upper management must possess a diverse set of competencies that allow them to lead their 

organisations towards success. Organisational competitiveness is now heavily influenced the ability to quickly innovate, identify opportunities, and 

overcome complex challenges. This study aims to identify the competencies required for upper management to succeed in today's business scenario , 

emphasising service design thinking's transformative power. 

The Department of Design at the esteemed Indian Institute of Technology Delhi held a one-day workshop to accomplish this objective. Vertical heads 

of CSC (Common Service Centre) from different departments attended the workshop. The vertical heads were exposed to the service design thinking 

ideas through a rigorous and systematic process of engagement, and they were encouraged to apply these principles to their own business contexts. The 

competencies derived through the questionnaire were then thematically analysed, resulting in the establishment of a comprehensive set of competencies 

required by upper management in today's business environment. 

Competencies 

Competencies enhance individual and organisational performance. Knowledge comes from testing, research, or experience. Skill comes through 

repetition. Ability is the natural capacity to do physical and mental tasks. Behaviour is a person's response to a situation. Each competency's desired 

competence level depends on the function and business needs (Astereki, Mehrdad, &Ghobadiyan, 2021). 

 

Entrepreneurs use entrepreneurial traits to create and grow successful businesses. These include creativity, invention, risk-taking, opportunity 

awareness, strategic thinking, networking, and leadership (Pepple&Enuoh, 2020). (Téglás, Hlédik, &Fónadová, 2016) (Lenzi& Behling, 2019) 

Business management competencies; team management, business domain knowledge, communication, project management, people skills, and 

leadership are essential for current and future performance and consistent strategy. According to the research review (Mahadalle& Kaplan, 2017) 

entrepreneurial traits and abilities positively affect business performance. Entrepreneurs understand how competencies affect employee satisfaction and 

firm profitability (Nwachukwu & Vu, 2021). Management skills affect business performance (Masoud & Al khateeb, 2020). 
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Upper Management Competencies 

The attributes and abilities that enable managers to be effective in the workplace are referred to as managerial competencies. Managerial competencies 

are traits that allow individuals to perform their tasks effectively. In addition, it includes the ability to transfer talents and abilities from one domain to 

another. According to this definition, superior performance means a higher level of performance for a person with a certain set of qualifications (Tekan, 

Fardmanesh, Heshi, Rajabi, &Soheli, 2012). The upper manager directs an organisation with long-term strategic decisions and efficient resource 

management. They create the organisation's mission, vision, objectives, and strategies with owners, management specialists, line managers, and 

employee representatives. The strategist must have the personal and social skills to shape an organisation, work efficiently, maximise profits, and 

protect against both internal and external threats (Tyrańska, 2016). 

 

 

 

 

 

 

 

 

 

 

Fig 1. Upper Management Competencies (Soltanieh &Rangriz, 2015) (Tyrańska, 2016) 

The manager must have the necessary personal and social abilities According to these researches (Soltanieh &Rangriz, 2015) (Tyrańska, 2016), 

organisational capabilities have the biggest influence on organisational success, followed by employee competencies and senior management 

competencies. 

Service design Thinking 

Service design thinking uses design thinking to produce user-centric services. User research, holistic service analysis, and rethinking services as part of 

a larger service ecology are required. Combining design thinking with service design to rethink an old problem and create new local solutions ( Luca 

&Ulyannikova, 2020). Service Design Thinking involves reshaping mental models, using a holistic and multidisciplinary systems thinking approach, 

and focusing on service-dominant logic to improve performance and provide environmental, social, and economic benefits (Vink, Edvardsson, Edman, 

&Tronvoll, 2019) (Jaaron& Backhouse, 2018) (Holm &Eneberg, 2015). According to (Iriarte, Alberdi, Urrutia, &Justel, 2017) (Jaaron& Backhouse, 

2018) (Prendeville&Bocken, 2017) service design thinking helps business management by identifying new opportunities and assisting transformations, 

enhancing environmental and social benefits, fostering the creation of sustainable business models, and enhancing problem-solving for product and 

service development. 

 

Literature Review 

 

Organizational capabilities and managerial competencies contribute significantly to organizational effectiveness, while dynamic capabilities have a 

moderating role (Rangriz& Soltanieh, 2015). HRM practices and organizational performance are influenced by employee competencies (Moustaghfir et 

al., 2020), while entrepreneurial competencies are associated with each strategic behavior type (Ibidunni et al., 2021). Managers and leaders need 

entrepreneurial competencies, but respect and authority are dispensable (Postuła&Majczyk, 2018). Entrepreneurial competencies help informal SMEs 

innovate better (Ibidunni et al., 2021). They include managerial, technical, marketing, financial, human relations, and the specific working attitude of 

the entrepreneur (Sundah et al., 2018). Innovativeness, proactiveness, and autonomy are the three entrepreneurial orientations that moderate the 

relationship between entrepreneurial competencies and performance (Ibidunni et al., 2018). Entrepreneurial characteristics and competencies are 

positively related to overall business performance (Mahadalle& Kaplan, 2017), and the impact of entrepreneurial competencies on organizational 

success is direct (Al-Jourani& Al-Sudani, 2021). Leadership is the competency area of highest need in planning a preconference for new chairs, senior 

leaders, and ADFM fellows (Davis et al., 2015). (Bigatel et al., 2012) suggests that the competencies such as strategic thinking, communication, 

collaboration, and technology proficiency are essential for effective leadership in various industries.  

Service design thinking is used to develop a user-centered systematic review service (J. Luca &Ulyannikova, 2020) and one study discussed the 

transformative power of service design thinking in developing a user-centered systematic review service (J. Luca &Ulyannikova, 2020). Service design 

thinking is a user-centered, co-creative, and holistic process that uses the methods of design thinking to understand a wider service ecology (J. Luca 

&Ulyannikova, 2020). (Rex Lor, 2017) suggested that service design thinking can be used for the development of students' competencies, such as 

problem-solving, creativity, and collaboration, and can be integrated into the curriculum to promote student-centered learning. (Gouëdard et al., 2020) 

discusses the importance of cultivating competencies that draw on multidisciplinary knowledge and skills. (Andreassen et al., 2016) highlights the 
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importance of service design in creating value for customers and service providers. (Torres & Miranda, 2020) explores the differences between Service 

Design (SD) and Design Thinking (DT) in research and practice. (Sirendi&Taveter, 2016) proposes a methodology for service design that can help 

design better and more proactive public services. (You, 2022) suggests that design thinking can be used for business model innovation and proposes a 

research framework that reflects the current state of research and allows for future research to explore its full potential. (Clatworthy, 2017) Service 

design is defined as designed offerings to provide experiences that happen over time and across multiple touchpoints and channels and can be used to 

improve services and develop new value propositions. (Stickdorn et al., 2018) Capacity building is essential for scaling up, but must go hand in hand 

with leadership and a strong sense of community. (You, 2022) Researchers investigate prospects for generating new products and services as an initial 

step towards innovating business models. Design thinking is a powerful tool for innovation, particularly in the realm of business model 

innovation(Volkova &Jākobsone, 2016), it focuses on empathy, experimentation, and iteration, and can help businesses identify unmet customer needs 

and develop new products and services that meet those needs(Yao & Li, 2022)(Yao & Li, 2022). (Kuijpers et al., 2015) proposed  that the involvement 

of stakeholders from across the organization in the design process, businesses can ensure that their new products, services, and business models will be  

innovative and practical. 

 

Rationale 

Organizations must adapt to innovation and meet the ever-changing need of their customers in today's dynamic business environment. Service Design 

Thinking (SDT) helps organisations design and develop  customer-focused services (Sirendi&Taveter, 2016) . The Indian Institute of Technology 

Delhi, Department of Design held a one-day workshop for vertical heads of Common Service Centers (CSCs) from various departments to promote 

SDT. The workshop introduced vertical heads to SDT and showed upper management how to lead and implement SDT in their organisations. The 

workshop's goals were to identify the competencies required for upper management to succeed in today’s business scenario, Introduce vertical heads to 

SDT tools and techniques, create a collaborative and participatory learning environment, and help them create a plan to apply the workshop's 

competencies to their organisations. This study identifies upper management competencies needed to lead and implement SDT initiatives in their 

organisations. The competencies derived from the workshop were thematically analysed to create a complete set of upper management competencies 

for today's business environment. This study contributes to knowledge about upper management's SDT leadership and implementation competencies. 

This study also applies to CSCs and other organisations seeking to improve service design and customer experience. 

 

 

Objectives 

• To Identify core competencies for the success of upper management in today's business scenario. 

• To Provide vertical heads with the opportunity to learn and apply Service Design Thinking tools and techniques.  

• To Foster a collaborative and interactive learning environment for vertical heads to share experiences and insights. 

• To Enable vertical heads to develop an action plan for applying the identified competencies to their respective organizations. 

Methodology 

Participants 

 

The research comprised a sample of 28 vertical heads of Common Service Centre (CSC), who were selected through purposive sampling as the 

study's target population. The selection of participants was based on their prominent roles within the organisation and their active engagement in the 
processes of decision-making.  

 

Research Design 

The present study uses a mixed-methods research approach, a questionnaire was used to gather qualitative data from vertical heads in the CSC. The 
data was later analysed thematically. The questionnaire used in this study requested respondents to list three innovations in the field of CSC, as well 

as three areas that they thought needed improvement. The respondents provided comprehensive answers that were analysed using thematic analysis. 

The thematic analysis involved the categorization of similar responses into themes and their subsequent interpretation in relation to the research 
questions.  

 

Procedure 

 

The IIT Delhi Design Department organised a workshop on service design thinking, which was attended by the vertical heads of CSC. The 

participants engaged in a range of activities during the one-day workshop. The workshop began with a questionnaire to gather insights on innovations 

and areas needing improvement in the field. Subsequently, the individuals were divided into groups and assigned with the task of identifying a 
problem within CSC. The individuals created personas that represent their target audience and engaged in empathy mapping to gain a deeper 

understanding of the users' perspectives and emotions. The process of customer journey mapping was also used to visually represent the complete 

user journey. The groups proceeded to implement the design thinking process, which involved the stages of ideation, prototyping, and testing of 
potential solutions. The workshop was facilitated by  Professor Jyoti Kumar  who offered guidance to the participants.  

 

Data Analysis 

 

Thematic analysis was used to analyse the responses gathered from the vertical heads of CSC. The present study employed a mixed method research 

approach that entailed the identification of patterns and themes in the gathered data. This involves getting familiar with the responses, creating initial 
codes for classifying important pieces of data, identifying recurring patterns based on similarities and distinctions among the codes, reviewing 
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and refining the identified themes, specifying, and labelling them, organising, and analysing the data accordingly, and analysing and interpreting the 

patterns with respect to the research goals. Eventually, a comprehensive report was produced to present the outcomes of the thematic analysis. 

 

Result  

 

 

Fig 1. Results of thematic Analysis ( Themes of Improvement, and Innovation) 

Discussion of Results 

The research study aimed to accomplish multiple objectives pertaining to Identifying core competencies for the success of upper management in 

today's business scenario, providing vertical heads with the opportunity to learn and apply Service Design Thinking tools and techniques. Fostering a 

collaborative and interactive learning environment for vertical heads to share experiences and insights and enabling vertical heads to develop an 

action plan for applying the identified competencies to their respective organizations. 

 

In order to achieve the stated objectives, a mixed-methods research methodology was employed. The study involved a purposive sample of 28 

vertical heads of CSC. The selection of participants was based on their significant involvement in the decision-making procedures within the 

organisation. The data was obtained by means of a questionnaire that requested respondents to list innovations in the domain of CSC as well as 

identify areas that require improvement. After to data collection, a thematic analysis was performed to classify and interpret the participants' 

responses. 

The study methodology encompassed a one-day service design thinking workshop organised by the Design Department of IIT Delhi, which was 

attended by the vertical heads of CSC. Throughout the workshop, attendees engaged in a range of activities, commencing with the administration of a 

questionnaire to elicit valuable insights. After that, the participants were divided into separate groups and assigned the task of identifying a problem 

within the domain of CSC. The groups employed design thinking methodologies, including the creating personas, empathy mapping, and customer 

journey mapping, to acquire a deeper understanding of user perspectives and to formulate potential solutions. The objective of the workshop was to 

Identify core competencies for the success of upper management in today's business scenario,providing vertical heads with the opportunity to learn 

and apply Service Design Thinking tools and techniques. Fostering a collaborative and interactive learning environment for vertical heads to share 

experiences and insights and enabling vertical heads to develop an action plan for applying the identified competencies to their respective 

organizations. 

 

The data collected from the participants of the workshop was analysed using thematic analysis. The present study employed a mixed method 

approach that entailed the identification of patterns and themes within the participants' responses. The analytical procedure encompassed getting 

familiar with the data, creating initial codes, identifying recurrent trends, refining, and labeling themes, organising the data, and interpreting the 

identified themes. Consequently, the analysis yielded two primary classifications of themes, namely those pertaining to the themes of Improvement 

and Themes of Innovation. The theme for improvement included customer-centricity, technological excellence, employee development, process 

improvement, collaboration and branding, employee satisfaction, service quality and delivery, and organisational communication. The 

aforementioned themes highlight the domains in which the vertical heads identified a necessity for improvement within the CSC.  

 

The identified themes of improvement are consistent with the body of literature. Customer-centricity is recognized as an essential aspect of 

organisational effectiveness, emphasizing the need to comprehend and fulfil customer needs and expectations (Bedarkar et al., 2016). Technological 
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excellence is crucial in today's digital era, in which organizations must leverage technology to improve operations (Luz Tortorella et al., 2021), 

processes (Luz Tortorella et al., 2021), and customer interactions (Gowda & Biswal, 2018) . By adopting advanced technologies and digital 

transformation initiatives, businesses can enhance their efficiency (Gasparovich et al., 2020), innovation (Antonizzi& Smuts, 2020), and customer 

experiences (El Hilali et al., 2020). Employee development enhances organizational performance (Hamid et al., 2017). Training, skill development, 

and career advancement improve job satisfaction, motivation, and productivity (Zubairi& Khan, 2018; Gambo, 2015). process improvement is the 

focus for Organisations looking for operational performance and innovation (Leyer et al., 2017). Process enhancement improves better use of 

resources  and customer service (Bakotic&Krnic, 2017). Building strong organisational relationships and developing a positive brand image both 

depend on collaboration and branding (Hofmann et al., 2021). While branding helps in building a distinctive identity and reputation in the 

marketplace (Hemsley-Brown et al., 2016), collaboration fosters teamwork(Sims et al., 2014), knowledge sharing (Yang et al., 2018), and innovation 

(Yang et al., 2018). Employee satisfaction is a crucial factor in achieving organisational success (Lorber &SkelaSavič, 2012), as satisfied employees 

are inclined towards higher levels of engagement (Sanneh &A.Taj, 2015), commitment (Aziz et al., 2021), and productivity (Adhikari et al., 2017). 

Organisations that give importance to the employee satisfaction tend to promote a positive work environment, which leads to less employee turnover 

rates (Üner et al., 2015) and an increase in customer satisfaction (Sohail & Jang, 2017). The importance of service quality and delivery cannot be 

exaggerated for organisations that aim to fulfil customer expectations and achieve an edge over their competitors, enhancing service quality to a 

superior level (Arshad &Su, 2015), it  has a positive impact on customer satisfaction (Al Nady et al., 2018), loyalty (Akbari et al., 2016), and the 

generation of positive word-of-mouth recommendations (Akbari et al., 2016). Effective coordination (Casoria et al., 2020), collaboration (Musheke& 

Phiri, 2021), and information flow (C. B., 2022) within an organisation are fundamental to organisational communication. Effective communication 

channels that are open and transparent can promote knowledge sharing (Yang et al., 2021), problem solving and alignment of organizational goals (Li 

et al., 2021). The themes for improvement identified in this study are consistent with the latest body of literature. The vertical heads can address the 

CSC's identified areas for improvement by concentrating on these domains. 

 

On the other hand, the themes for innovation encompassed innovations and product development, team building and leadership, IT infrastructure and 

upgrading, branding, and marketing, employee engagement and welfare, as well as business development and revenue generation. The 

aforementioned themes identify the domains in which the vertical heads identified opportunities for innovation within the CSC. These themes align 

with the latest body of literature. Previous research studies have highlighted the value of innovation in a various organisational domains, including 

products (Saengchai et al., 2019)(Karabulut, 2015)(Ng et al., 2017), processes (Karabulut, 2015)(Ng et al., 2017), and services (Ng et al., 2017). 

Many research studies focus on the significance of promoting a culture of innovation (Abdul-Halim et al., 2018), promoting effective leadership 

(Juhro&Aulia, 2019), leveraging technology (Davoudi et al., 2018), building impactful brands (Nguyen et al., 2016), and promoting employee 

engagement and satisfaction (Sanneh &A.Taj, 2015)(Park & Rahmani, 2020) as important forces behind organisational innovation. Additionally, the 

themes found in this study are consistent with the principles and practices of service design thinking. (Stickdorn et al., 2018) Service design thinking 

strongly emphasises on the customer-centric approach, in which innovations are created in response to a thorough understanding of customer needs. 

(Stickdorn et al., 2018) It also highlights the importance of collaboration, effective communication, and a holistic view of service delivery.  

 

Conclusion 

This research study effectively attained its goals of Identifying core competencies for the success of upper management in today's business 

scenario,providing vertical heads with the opportunity to learn and apply Service Design Thinking tools and techniques, fostering a collaborative and 

interactive learning environment for vertical heads to share experiences and insights and enabling vertical heads to develop an action plan for applying 

the identified competencies to their respective organizations. The thematic analysis has resulted in significant themes that can be used to improve and 

innovate the organisation.  

 

Limitations 

Limitations of this research include a small sample size, potential bias in thematic analysis, limited exploration of certain themes, reliance on self-

reported data, and the contextual and temporal constraints that may affect the generalizability and relevance of the findings. 

Implications 

The study has implication fororganizational sector by contributing to leadership and organizational effectiveness research. In practice, it offers 

actionable guidance for vertical heads, fostering innovation and improvement. The findings provide a roadmap for prioritizing efforts in areas such as 

customer-centricity, technology, collaboration, branding, and leadership. 

Direction for future research 

Future research  should validate and expand the identified themes of improvement and innovation, analyse, and explore the contextual factors which 

influence the competencies of upper management, conduct longitudinal research studies, analyse the role  of leadership, and address the difficulties in 

implementing  service design thinking in the upper management. 
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