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Abstract 

 

The case study traces IBM Daksh’s journey in building an inclusive culture through 

interventions and diversity initiatives, formally initiated only in 2007. It follows the 

development and implementation of a diversity strategy to recruit, retain, and promote 

women within the organization. At IBM Daksh diversity is a business issue, not just a 

people issue. The business case for diversity is undeniable and numerous studies 

underline the impact of women on not just the culture but profitability of the 

organization. At IBM Daksh, it is believed that workforce diversity is an asset to be 

leveraged as it brings with it diversity of thought resulting in increased potential for 

innovative solution finding and enhanced performance. The case describes how the 

company identified two types of barriers to Gender Inclusivity, viz.; structural and 

cultural; and goes on to elaborate the approach undertaken by IBM Daksh in addressing 

them through targeted polices, practices, and interventions.  
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Background 
 

Women, their rights, the roles they play and the impact they have, have been a matter of 

great discussion and debate for decades. The word gender was popularized when it 

sought to distinguish the physical attributes that defined people as males and females 

from the socio-cultural meanings assigned to the body, such as “masculinity” and 

“femininity.” The distinction made between sex and gender was empowering for women 

because it disputed the notion that “biology was destiny” and suggested instead that 

societal norms had constrained their freedom to develop their human potential. Women's 

lack of participation in politics, for instance, had less to do with their sex than with the 

norms imposed by society on their bodies. It also emerged that what had been previously 

viewed by society as women's lack of achievements was in reality a matter of lack of 

opportunities. 
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Gender diversity in work groups and organizations is a pertinent issue, with an increasing 

number of women entering the working population across various fields more than ever 

before. As women enter the global workforce in greater numbers, they will most likely be 

participating actively at all levels of organizations, and work groups will become much 

more gender-balanced. Take for instance a typical company pyramid. It is a geometric 

truth that if one divides a pyramid into four slices of equal heights, the top slice will 

contain 1.5% of its volume, the next slice will contain 11%, the third slice will contain 

29.5% and the bottom layer will contain 58%. If one takes a critical look at presence of 

women in an organization's pyramid. Chances are, one will find most of them in the third 

or even the fourth slice. If the top two layers continue to be almost exclusively male 

domains then the segregation invariably denies the organization access to capable women 

talent at senior levels. 

 

Statistics also support this. Women form a greater part of the corporate workforce than 

ever before, and populate the junior and middle management rungs of the corporate 

ladder. But those perched on the top of the ladder, with designations like Chairman, 

President, CEO, and COO, — the slots with the real authority, fancy pay packages and 

true leadership opportunities are few and far between. Nor is this an Indian Phenomenon 

alone. In the Fortune 500 companies only 1% (7 out of the 500) have women CEO's. 

Only 6% of the most highly paid executives are women, and only 15% of the seats on the 

Boards of directors are held by women.1 

 

While the debate surrounding the definition of gender continues in academic circles, a 

working definition of gender is: Gender is the culturally specific set of characteristics that 

identifies the social behaviour of women and men and the relationship between them.  

Gender, therefore, refers not simply to women or men, but to the relationship between 

them, and the way it is socially constructed.  Because it is a relational term, gender must 

include women and men.  Like the concepts of class, race and ethnicity, gender is an 

analytical tool for understanding social processes12. 
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Diversity means recognizing, appreciating, and utilizing the unique talents and 

contributions of all individuals. These can be along the dimensions of race, ethnicity, 

gender, sexual orientation, socio-economic status, age, physical abilities, religious 

beliefs, political beliefs, or other ideologies.  Gender diversity essentially means the 

proportion of males to females. This ratio, in the context of the workplace, if skewed 

would have an effect on how people interact and behave with one another and thus would 

impact organizational culture and environment. There is a large volume of literature that 

exemplifies this. For example, a 2004 Catalyst study3 of 353 Fortune 500 companies on 

two parameters – Return on Equity (ROE) and Total Return to Shareholders (TRS) – 

companies with the highest representation of women on their senior management teams 

had a 35% higher ROE and a 34% higher TRS than companies with the lowest women's 

representation. It has been established that there is a strong link between female numbers 

on boards and good-governance credentials, as per research by Conference Board of 

Canada9. Further, a McKinsey report10 brings out that women foster organizational 

effectiveness. The report shows that on all nine organizational criteria evaluated, 

companies with three or more women on their senior-management teams scored higher 

versus companies with no senior-level women. These and numerous studies underline the 

impact of women on not just the culture but profitability of the organization. 

 

The world's increasing globalization requires interaction among people from diverse 

cultures, beliefs, and backgrounds more than ever before. People are now a part of a 

global economy with competition coming from all corners of the world. For a company 

to thrive—much less survive—in the new century, it must be global and it must be able to 

consistently innovate over time.  But globalization has created a new world of relentless 

24/7 pressures within the business enterprise —a work environment that venture 

capitalist Roger McNamee calls the New Normal11. The New Normal in global companies 

means non-stop and expanded roles for employees and a daily schedule that combines 

work, family and other interests.  

 

In order to become more creative and open to change, organizations need to diversify 

more, thereby making diversity an important issue for senior management. Diversity is 
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essential for companies today on two fronts:  in creating progressive work/life policies 

and fueling the ability to innovate.  In the new work world, where individuals wield 

enormous power, employees are increasingly expressing the need to integrate daily work, 

family and personal interests. Technological breakthroughs also require diverse 

perspectives: The greater the diversity of team members, the more likely innovation is to 

occur.  Diversity, thus, acts as an extraordinarily accurate predictive tool, solves complex 

problems, and feeds the intellectual exploration required to generate new products and 

services.   

IBM: A Diversity Focused Company 
 

IBM was incorporated in 1911 and operates in more than 170 countries today and enjoys 

an increasing broad-based geographic reach. The Corporation posted record revenues of 

$103.6 billion in 20087.  

 

IBM has since long had a commitment to Diversity and has consistently taken the lead on 

Diversity policies and initiatives, long before it was even required by law. And the 

journey has continued over decades focusing on different areas like leadership, equal 

opportunity, work life integration, global workforce diversity, and multicultural leaders. 

It all began in the mid-20th century, grounded in Equal Opportunity legislation and 

compliance. The company in the 1990s progressed to working towards eliminating 

barriers, and understanding regional constituencies and differences between them. As 

demographics changed, IBM adapted its workplace to be more flexible and began 

focusing on work-life integration. In the last few years, IBM has introduced three IBM's 

Values:  

• Dedication to Every Client's Success 

• Innovation that Matters—for the company and the world 

• Trust and Personal Responsibility in all Relationships 

These values shape everything that IBMers do, every choice they make on behalf of the 

company. 
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This strong foundation brings the company to where it is today. IBM believes that it is 

best placed now to take advantage of the differences among its people to foster 

innovation. At IBM, diversity is seen to offer a clear competitive advantage as diverse 

teams help get the best results for clients. 

 

Given that 50% of the talent in the world is female, IBM recognizes the advancement of 

women as a cornerstone of its Diversity strategy. It was in 1935, almost 30 years before 

the Equal Pay Act4 in the United States that IBM recruited its first professional women 

globally, and IBM’s Founder T.J. Watson Sr. promised women “the same kind of work 

for equal pay.” The IBM Archives8 indicate that the company hired the first women back 

in 1899. Since then, IBM has been acknowledged as a world leader in its commitment to 

women both in and out of the corporation. As the number of women entering the 

workforce has increased continually over the years, so has IBM’s commitment to 

understanding their needs and providing services that make it possible for them to be 

productive while fulfilling family and personal obligations.  

IBM Daksh: Background 
 

In April 2004, IBM Corporation acquired Daksh e-Services to serve as a global hub to 

manage business processes for clients across the world. With 25 service delivery centers 

in India and the Philippines, IBM Daksh6 is an integral part of IBM's Business Process 

Outsourcing/Business Transformation Outsourcing delivery network around the world. 

Today, Daksh has been a part of IBM for over 5 years and one of the many reasons cited 

for this successful integration is the amalgamation of policies and programs of the two 

organizations5.  

 

This case cites examples of interventions and initiatives at Daksh which in sync with 

IBM’s philosophy of enabling equal opportunity drive inclusion. It endeavors to highlight 

how by addressing the special needs and requirements of women employees through 

specific focused efforts, it was successful in creating a holistic organization-wide 
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inclusive culture. It follows IBM Daksh’s strategic approach to developing and advancing 

women in the organization. 

 

Although Daksh from inception, believed & practiced equal opportunity, focused efforts 

to ensure gender inclusivity were lacking and hence it was important for Daksh to 

emulate IBM and align itself with this practice of Gender Diversity inclusion. A two 

member team was set up in January 2007, with the agenda of replicating IBM best 

practices on gender diversity. As a beginning the team decided to reach out to business to 

seek the addition of driving gender diversity programs into business priorities. All too 

soon they realized that this was a rather simplistic approach and wasn’t going to work! 

After only the first few preliminary discussions with key leaders, the team’s lack of 

preparation to ‘sell the concept’ became apparent and it was evident that the business 

would need answers and a very strong case to get this agenda incorporated into their 

already existing long list of priorities. The approach needed to be looked at afresh. In 

order to drive success, it was crucial for the core team to imbibe and inculcate, and not 

just understand, why gender inclusivity was important; enough to make it a business 

imperative. This realization was to lay the foundation for success that followed.  

Diversity roots gain deeper ground 

 

Extensive Research followed through discussions with IBM stakeholders. Subsequent 

studies of the rich IBM heritage on gender inclusivity brought the requisite clarity. One 

of the major findings by the team was the underlying reasons for IBM’s belief that 

diversity is a business imperative: 

• Customers, suppliers and strategic partners were increasingly global and multi-

cultural, hence it was important for IBM to position itself to communicate with 

and market to a diverse population;  

• Customers had diverse needs, hence it needed to reflect its clients’ diverse 

population to be responsive to their needs and expectations;  

• Competition to attract and retain top talent was increasing, so it must be an 

employer of choice to attract develop and retain key skills  
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• Its competitive advantage was through being a leader in innovation; it needed 

diverse perspectives and talents to enhance creativity and innovation. 

 

The business case for diversity was thus undeniable. This understanding empowered the 

team with the knowledge that they could go back to the business with. Additionally, the 

research and the team’s collaboration with IBM stakeholders, had greatly enhanced their 

understanding of the ‘what’ and ‘how’ of Gender Diversity inclusion. The business case 

was powerful and unassailable and hence several meetings later with senior leadership, 

the concept was successfully sold and in partnership with business, the Gender Diversity 

strategy was defined – the components of which are depicted in the following figure. 

 

Figure 1: Gender Diversity strategy 
 

 

This strategy, though defined at the highest echelons of the organization, needed to 

permeate down to the lowest levels within the organization. To do this, the team had to 
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overcome two primary barriers. The first was a Cultural barrier, in the form of the 

traditional manager, who was unaware of the key differences between men and women 

and (as was quite historically evident), expected the women to adapt. This was 

compounded by the fact that IBM Daksh was a BPO. Consequently, typical people 

managers were in their twenties and wanting in the level of experience and maturity that 

the appreciation of such an initiative required. This, incidentally, averaged much lower as 

compared to an IBM people manager, and hence there was a need to customize IBM 

gender diversity initiatives to suit the BPO industry.  

 

The second was a Structural barrier which meant the development of an effective 

governance mechanism to build accountability. While the team had leadership buy in, 

unless the entire hierarchical chain, down to the last people manager, took up the 

ownership of driving the agenda of gender diversity inclusion, it would not be successful. 

The success lay in the execution. Besides, to ensure a more wide-reaching impact, it was 

important that all function leaders (learning, talent management, hiring etc) included 

gender diversity focus into their agenda and drive to ensure adequate representation. 

There was also the challenge of executing it in an organization as large as IBM Daksh, 

spread across several locations and with the core team being small and centrally located. 

The impact would have been lost if implementation was ineffective.  

 

All of the above, if not addressed effectively, could have negatively impacted the success 

of gender diversity initiatives. It was evident that the solutions could be arrived at only in 

partnership with business. To counter this challenge, leadership was approached once 

again, and this time with more specific requests. Business leaders agreed to percolate 

accountability for the success of gender diversity initiatives at various levels of their 

hierarchy, and allocate resources from their locational HR teams to successfully 

implement the gender diversity initiatives. Also, to enable an inclusive culture & combat 

mindsets, while manager and peer sensitization was planned, for a lasting impact it was 

important for managers to constantly witness first hand, business leaders’ commitment 

towards diversity and inclusion. The leadership committed to ‘walk the talk’. Securing 

leadership commitment to these specific requests finally paved the way for getting a nod 
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from the function leaders to drive and ensure adequate Diversity representation in their 

programs. There was one more very important aspect to be addressed before the team 

finally sat down to defining the focus areas, and that was to conduct a need analysis. The 

organization undertook a specific need analysis to identify the needs of women in the 

various stages of work life (early career, mid-management, senior leadership) and 

focused initiatives were planned and executed to meet not just their needs but also the 

organization goals.  

Several focus groups were conducted across locations with groups of women employees 

at various stages of their careers bringing in key insights into what interventions needed 

to be planned. Based on these inputs, the team finally sat down and defined the focus 

areas and interventions under gender diversity.  

 

Figure 2: Gender Diversity Focus Areas 

 

Attracting 

Women 

Talent 
Capability 

Building & 

Development 

Growing 

Women 

Leaders 

Enabling 

differently- 

abled Women 

Employees 

Policies & 

Practices to 

enable work life 

integration 
Health, 

Safety & 

Security 

Company 

Social 

Responsibility 

Reward  

&  

Recognition 

Communication 

 &  

Branding 

Sensitization 

Governance 

Collaboration 

IBM Values 

Participation 

Attract 

Develop 

Retain 



Building an Inclusive Workplace: An IBM Daksh Perspective 

 - 11 -

These focus areas formed the basis of the various initiatives taken by IBM Daksh in the 

years to come.  

 

Gender Inclusivity in Practice: Select Initiatives 

 

The focus of the Gender Inclusivity initiatives has been two fold. One, to deepen and widen 

the reach of the diversity initiatives and two, to enable growth and development of the 

women leadership pipeline. The commitment to addressing the special needs and 

requirements of women employees through specific focused efforts resulted in the creation of 

a holistic organization-wide culture. Workforce diversity rests on three pillars:  

� Equal opportunity 

� Affirmative action,  

� Work/life balance programs 

 

Given below is a snapshot of the initiatives and interventions under each focus area, some 

of which are unique to Daksh while some of the others have been replicated from IBM 

with customization. It shows how the programs have developed over time and the stage at 

which they are today in keeping with the current environment – in spite of the drastic 

changes the global economic crises and financial downturn has brought about.  

 

The continuing global downturn has made it difficult for companies to sustain Diversity 

and Inclusivity programs. IBM Daksh, however, has seized the opportunity presented by 

the downturn. The organization has not only sustained but actually increased the focus on 

and investment toward Diversity initiatives. It has also modified its Diversity and 

Inclusivity strategy to meet the dynamics of the current economic environment. 

 

Policies such as flexible work options policy, maternity leave policy, maternity leave for 

adoption policy, sabbatical policy and paternity leave have been put in place to support 

the women population. This has been supported by processes and systems to ensure 

effective designing, implementation, reach and monitoring of inclusivity programs and 

initiatives. These include: 
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� A Dedicated ‘Diversity’ team, led by a senior level (Senior Leadership Team 

member) HR leader. This team leads and coordinates the enterprise-wide diversity 

effort, promotes diversity practices, generates awareness, creates relevant and 

effective policies, processes, and practices 

� Leadership acquisition team process includes diversity related steps i.e. fair 

representation of Diversity candidates in the short-list for interview; Post 

interview debriefing of the stakeholders by Senior Leadership Acquisition Leader 

to ensure no personal prejudices are impacting selection decisions and 

engagement of selected (offered) diversity leadership resource with senior leaders 

including CEO to ensure connect and periodic pre-joining engagement to ensure 

on-boarding 

� Systematic identification and development of Top Talents (TT) and Business & 

Technical Leadership (BT&L) to ensure women employees can join the 

leadership pipeline 

� An Institutionalized mechanism for Prevention of Sexual Harassment 

� A Mechanism and guidelines for transport safety  

� Institutionalized processes to enable ‘work-from-home’, sabbaticals, flexible 

working hours for diversity employees 

� Processes (including facility guidelines and audits to ensure accessibility) to 

enable differently-abled women be a part of the mainstream at IBM Daksh 

� Organizing training programs and awareness drives to ensure managers are 

sensitized about the crucial role of diversity employees 

� A Mechanism to ensure fair representation of women employees in all teams, 

projects, and processes 

� Inclusion of diversity candidates in the highest executive bodies at IBM Daksh to 

ensure they are an integral part of the top leadership to ensure diversity of thought 

and to enable them to drive enterprise-wide transformation at IBM Daksh. 

� Integration of the reporting of diversity performance into the mainstream 

corporate governance mechanism for each manager, function, and business unit 

� Guidelines for Diversity Network Groups (DNG) – for establishing and operating 

DNG networks 
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� An Employee Counseling program with special focus on dealing with women 

related issues 

 

Capability Building & Development: A key milestone this year has been the shift in the 

focus to include addressing individual aspirations, while continuing to address group 

needs. This includes identifying high potential talent at the early stages of their career and 

ensuring continuous systematic interventions and regular reviews to ensure their growth 

and success, including the most important aspect of aligning Executive Sponsors, who 

will be accountable for the development and success of the protégé. The new initiatives 

launched this year are:  

• Expertise Assessment Tool: This tool helps understand the individual needs; 

the skills required for an employee’s current or future job function and also 

assess current skills levels against these benchmarks. Once the gap areas are 

identified, they become the key points of the employee’s Individual 

Development Plan (IDP) (refer exhibit 1.1). The IDP provides a clear and 

continuous framework to identify individual development needs, skill gaps, 

and a set of career goals linked closely with their Personal Business 

Commitments (PBCs). These are in turn are linked to IBM's objectives. This 

tool helps identify common needs that can be addressed as a group as well 

meet individual needs through customized offerings. Some customized 

interventions are: 

• Elevate: is designed to accelerate professional growth of high potential 

first line women managers by developing their professional and 

leadership skills, and has been launched in September 2009 (refer 

exhibit 1.2 a, b, c). 

• Crucible: This ready-to-launch program is designed to enhance the 

preparedness of high potential senior women leaders for more significant 

and impactful leadership roles. It identifies skill gaps with executive 

potential and prepares a learning plan encompassing both accelerated 

and formal training (refer exhibit 1.2 d). 

• Adequate representation of gender diversity in initiatives like: 
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- eMBA, job shadowing opportunities, mentoring etc.  

- Accelerated Management Program for middle management (refer 

exhibit 1.3 a). 

- Advanced Accelerated Management Program for leadership (refer 

exhibit 1.3 b). 

• Diversity Network Groups (DNG): comprises of IBM employees who 

voluntarily come together with the ultimate goal of enhancing the 

success of IBM's business objectives by helping their members become 

more effective in the workplace.  

 

At IBM Daksh, DNGs have been refreshed with the induction of senior 

women leaders nominated by business (refer exhibit 1.4 a), with an aim to 

enable women leaders to ‘stretch’ beyond their business roles and enable their 

personal branding and bring a fresh perspective into DNGs, injecting them 

with increased passion and energy to find solutions and effectively implement 

them for the members (refer exhibit 1.4 b, c, d, e, g, h, i).  

 

Due to the refreshed focus, membership has seen an upsurge across locations.  

 

A governance model has also been instituted to ensure accountability where each 

of the six DNG leaders report progress to the CEO and HR Leader and share their 

plans for the next quarter (refer exhibit 1.4 f). 
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Figure 3: Capability & Development: A blended approach 

 

 

• IConnects:  These are roundtables with senior women leaders to facilitate 

learning from experience of senior women on how to face challenges and enable 

professional growth (refer exhibit 1.5 a). These ‘roundtables’ with senior 
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women leaders have been reviewed and reconstructed to drive career 

progression and development. As per the diversity strategy these sessions now 

have a more segmented approach. 

• Senior leaders provide women employees with in-depth insight 

into business along with information on career opportunities and 

requisite skills. 

• Senior women leaders also conduct sessions on important topics 

like ‘work life integration’ ‘networking’, ‘skills enhancement’, 

‘mentoring’ and ‘personal branding’.  

 

• Existing training and learning interventions are being customized to address 

the specific needs of women at various stages of their careers. The first in the 

series, an exclusive workshop for women leaders on ‘emotional intelligence’ 

was launched recently (refer exhibit 1.6 a). 

 

Focus continues on special training programs like ‘Taking the Stage’ (to help women 

employees build confidence and take the stage in the corporate world) (refer exhibit 

1.6 b & c). 

 

Growing women talent: The approach in this direction has moved from a ‘one size fits 

all’ approach to devising customized talent programs to nurture high potential employees 

at all management levels within the organization, with a focus to enhance leadership 

capability. 

a. Talent Management: 

• Continued focus on Top Talent women in middle management 

(refer exhibit 2.1 a & b). 

• An integrated process converging all offerings like Human 

Resources Leadership Development Program (HRLDP- is a 

rotational program dedicated to accelerating the progress of 

select high-potential individuals into leadership/executive 

positions within the IBM HR community (refer exhibit 2.1 c). In 
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fact, in 2008 there has been special focus on nominating only 

diversity resources into the program as a step toward 

strengthening the diversity leadership pipeline), Next Gen (This 

program focuses on a select group of fast trackers who have been 

identified to possess the potential to take on Executive positions 

in the future), Emerging Leaders Program (This is a virtual 

leadership development program for resources who have 

consistently demonstrated leadership potential), Executive 

Resources (This is a global program to identify high achievers 

for senior leadership positions. It has been opened up to a larger 

resource pool for women employees as compared to their male 

counterparts, in order to encourage and groom more and more 

women leaders for tomorrow) and Top Talent (This program 

identifies talent for future leadership positions with a focus on 

identifying potential women leaders) etc. and perspectives to 

bring them under one umbrella has been launched for the 

leadership team: 

- Designed to build integrated pipeline management and 

succession planning with directed focus. 

- Process ensures that IBM has the right business and 

technical leadership talent in the appropriate key positions 

at the right time. 

- Based on matching individual development needs with 

business requirement. 

- Advantage to target audience:  

i. Accessibility to multiple offerings.  

ii. Luxury to select multiple 

programs/interventions based on personal need. 

iii.  Opportunity to be visible at the single most 

important global platform.  
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b. Women with Executive potential identified and global mentoring 

initiated with the aim is to establish 100% coverage and effective 

mentoring, thereby impacting the overall goal of strengthened women 

leadership pipeline (refer exhibit 2.2 a & b). 

 

Senior leadership is encouraged to mentor women employees. They 

are also accountable for their mentoring efforts. Group mentoring 

sessions addressing specific women oriented topics like Work-Life 

Balance, adapting to change, Breaking the Glass Ceiling, taking charge 

of own careers are often held for wider coverage and impact. 

 

Two more dimensions have been added to Mentoring in addition to 

continuing the focus on Individual Mentoring: 

• Group Mentoring: Aimed at aligning leaders with the fast 

changing environment and business needs.  

• New Hire Mentoring: Designed to expedite the alignment of 

new joinees with the organization. 

 

c. Continued excellence on a wide range of ongoing programs and 

intervention:   

• Sharenets - This is a forum to share best practices and enable 

networking amongst Top Talent of first line Managers and above 

(refer exhibit 2.3 a). 

• Action learning: All Senior Managers and Director level Top 

Talent/ER women leaders sensitized and engaged embracing 

action learning through: 

- Job shadowing (refer exhibit 2.3 b). 

- Job stretch (refer exhibit 2.3 c). 

- Cross function projects and assignments. 

• Business Acumen development programs - These program are 

business oriented programs which incorporate classroom 
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learning, mentoring and project assignment (e.g. Transition and 

Project Management; HR  Management etc)  and  Accelerated 

Management Program (for leadership pipeline development 

(developed in collaboration with leading management institutes 

in India) (refer exhibit 2.3 d). 

• 5 Minute drills - a forum managed by Talent leader consisting of 

Business Unit leaders and HR partners to systematically identify 

talented resources internally and ensure their movement to 

various open positions in the organization basis their strengths 

and area of interest within the specified timelines. 

• Career vitality moves - Movement to other parts of IBM for 

growth and exposure to the larger organization. 

 

Special focus on attracting women talent through ‘Women only’ recruitment drives 

(refer exhibit 3.1 a & b), payment of higher referral bonuses for referring diversity 

candidates and an enterprise-wide focus on growing women leaders [through 5 minute 

drills and Internal Job Postings (IJPs)] from within. 

For all leadership positions: 

- Fair representation of Diversity candidates is included and presented to 

stakeholders for selection. 

- All stakeholders/interviewers are taken through a competency based selection 

workshop with specific focus on diversity and inclusive leadership.  

- Post interview, debriefing of the stakeholders by Senior Leadership 

Acquisition Leader to ensure that no prejudices or individual outlooks are 

affecting the selection process and decisions. 

- Engagement of the selected (offered) diversity leadership resource with senior 

leaders including CEO to ensure connect; periodic pre-joining engagement to 

ensure on-boarding (through connect call, face to face breakfast/lunch 

meeting, book on leadership topic with a personalized message, signed and 

gifted by the CEO;  transition call with new hire orientation (Hi! Touch) 

ambassador etc). 
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Currently,  

- Hiring women at leadership positions continues to be a key focus area (refer 

exhibit 3.1 c). 

- There is sustained focus remained on growing women leaders. 

- Overall diversity ratios are reviewed and action planning undertaken on a one-

on-one basis with managers with low overall gender diversity ratio (refer 

exhibit 3.2 b & c). 

- Special referral and recruitment drives are conducted (refer exhibit 3.1 a & b). 

- There is ongoing effort to drive gender recruitment with an emphasis toward 

bringing women back to work continues. 

 

Sensitization of Managers: One of the strongest building blocks of an inclusive culture 

is a sensitive manager.  Programs such as Mindset, Diversity and Inclusive Leadership 

(D&IL), and Shades of Blue help educate the manager about the importance of diversity 

employees:  

- Mindset is a workshop to build the case for the advancement of women as a 

business imperative 

- D&IL addresses the issues in managing diversity, given different leadership styles 

(refer exhibit 4.1 a & b). 

- Shades of Blue deals with the nuances of culture and understanding diversity in a 

global culture. 

 

Several IBM Daksh trainers have been especially certified online, for the first time 

this year to conduct sensitization workshops, ensuring greater penetration and reach.  

 

Focus on Enabling Differently Abled: This group has always been given special 

attention (refer exhibit 5.1 & 5.2). Besides focusing on ensuring their emotional and 

physical well being, and showcasing their achievements (refer exhibit 5.3 a & b), the 

organization stresses on enhancing the penetration of sensitization workshops for groups 

like recruitment teams, manager, peers, security, and transport teams.  A four hour 
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module was developed by the organization to drive sensitization towards different abled 

employees (refer exhibit 5.4 a & b).  

 

Project named ‘Enable’ was launched to create an environment both physical (IT 

enablement) and mental (manager mindsets) to enable and drive hiring of hearing and 

visually impaired employees (refer exhibit 5.5).  

 

Recognizing and facilitating the special needs of women through effective policies & 

practices to enable work life integration: IBM is well known for ensuring a good work 

life balance. A substantial number of former women employees rejoin IBM Daksh. One 

of the key factors stated by such ‘homecoming’ employees returning to IBM Daksh are, 

its Work Life Balance and Flexible Work Options, which enable them to perform 

effectively. In fact, women employees can avail of flexible work option schemes to meet 

sudden exigencies, simply by discussing with their managers.  

 

- Flexible work options include individualized work schedule, part-time work 

option, and work from home options. Maternity leave including for adoption; 

Sabbatical Policy; Paternity Leave Policy; tie-ups with crèches; Parenting 

workshops etc (refer exhibit 6.1 & 6.2). 

 

- In addition, the women employees from operations when required (with work 

schedules involving late night or rotating shifts) are given preference to move to 

roles which offer them regular shifts i.e. shared services (HR, Finance, Corp Com, 

training etc) depending on their areas of strengths and competencies, at point of 

time in their life, to manage personal responsibilities. They can get back to their 

mainstream operations with equal ease once they are ready to so.  The 

organization enables these movements through processes like Internal Job 

Postings and 5 minute drill. This enables them to take care of family 

responsibilities without impacting their growth prospective and also enrich their 

experience by performing different roles. 
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Health, Safety and Security: Women’s safety and security, their physical and emotional 

wellbeing continues to be areas of high importance. 

 

i. Transport Policy with a special focus on safety of women employees 

(refer exhibit 7.1 a & c); 

• 24x7 route planning continues to ensure that no female 

employee is alone in a cab, care is taken to ensure that no 

female employee is picked up first or dropped last, and security 

guards are available in special situations of first pick up and 

last drops. 

• Tracking mechanism continues to be in place to ensure safety 

of women employees traveling to & fro from work. 

ii. 24 by 7 Emergency Helpline - for support in all kinds of emergencies 

including personal and family exigencies (refer exhibit 7.1 b).  

iii.  POSH (Prevention of Sexual Harassment) Policy – A 

comprehensive policy in place as per Supreme Court guidelines: 

• Extensive awareness created among employees (Training 

sessions, mailers, posters, intranet etc.) (refer exhibit 7.2 a). 

• POSH committees: continue to address issues, investigating 

allegations and recommend actions including creating 

awareness and education) (refer exhibit 7.2 b). 

• Online training for people managers on POSH continues. 

• ‘Safeworkplace’ - a mail ID on the Company Intranet to raise 

concerns. 

• All POSH cases continue to be tracked to closure. 

iv. Focus on women health: Talks by leading gynecologists, conducting 

health camps and regular circulation of health awareness updates 

(refer exhibit 7.3 a & b). 

v. Ensuring Emotional Well Being through 1to1help.net (MiTR) by 

focusing on solutions on women specific issues and communicating 

through mailers (refer exhibit 7.4 a & b). 
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Recognizing diversity efforts and excellence: The quarterly and annual awards continue 

to be given out for excellence in fostering gender inclusivity, besides the ‘Diversity 

Crown’, given to the location that made the maximum progress and highest impact in the 

area of Gender Diversity (refer exhibit 8.1 & 8.2). 

 

Corporate Social Responsibility (CSR): The IBM CSR effort is named Corporate 

Citizenship and Corporate Affairs (CC&CA). The efforts and initiatives focused on 

developing the diversity talent pool (refer exhibit 9.1): 

• EX.I.T.E. (Exploring Interests in Technology & Engineering) camps for girl 

students of class IX & X to build the talent pool externally:  

- The aim is to spark their interest in science so they would consider 

taking up careers in the field, hence enhancing the resource pool. 

- Five-day camp with hands on science/ technology projects along 

with a lot of fun activities followed by a year long mentoring by 

women employees. 

- Girls from underprivileged background were included in 2008.   

• S.T.E.M. Camp (Science, Technology, Engineering & Math) – for girls with 

special needs: 

- The aim is to spark interest in science hearing impaired girl students, 

so they would consider taking up careers in the field of science. 

Participants are invited for a five-day camp which is followed by a 

year-long mentoring by women employees. 

 

The IBM Daksh CC&CA effort has a sharper focus this year with the objective of 

identifying and driving projects aimed at the development of the girl child and to increase 

the employability of underprivileged women (refer exhibit 9.2). 

Inclusivity flows from the top 
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Key accountability has been established at the Regional General Manager level through 

the setting up of RGM Diversity Council, rolling up to the General Manager, Growth 

Markets Unit (GMU). This council is already active and has set aggressive targets for 

leadership growth for senior management (refer exhibit 14).  The IBM Daksh senior 

leadership plays active roles in diversity initiatives as executive sponsors of diversity. 

The business leaders demonstrate active leadership, knowledge of business imperative, 

desired behaviors, and are routinely involved in the creation of an environment that 

inherently promotes and encourages inclusion.  

• Senior IBM Daksh leaders, starting with the CEO, have diversity objectives 

mandated by the global leadership. This mandate also ensures that diversity is 

encouraged purely on merit. 

• The CEO and his direct reports partner with Diversity, Talent Management, 

Talent Acquisition and Training leaders to formulate the Diversity strategy for 

the enterprise and review periodically to ensure effective implementation 

(refer exhibit 16.1 a & b).  

• The senior leadership demonstrates their support toward Diversity initiatives 

by providing executive sponsorship to key diversity initiatives, by regularly 

interacting with women employees at IBM Daksh through Town Halls, 

Roundtables, and other forums, sharing their experience at the global level.  

• The leadership play a very vital role by mentoring women employees to help 

them emerge as tomorrow’s leaders. 

• Senior leaders, including the CEO, are also seen actively participating in all 

major diversity events/celebrations and training programs, thus setting an 

example for other leaders.  

• The leadership team also stress on the importance of creating an inclusive 

workplace and Diversity initiatives at all important forums, open houses, 

review meetings. 

 

The key roles and responsibilities of the management have been clearly defined at every 

level: 

a. Senior Management (Competency/ Sector Heads and Functional Heads) 
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Enterprise Level 

• Formulate the enterprise-wide Diversity strategies, goals, tollgates, and 

ensures governance. 

• The Diversity, Leadership Acquisition, Talent Management Leaders and 

training leader own and design Diversity-focused initiatives in consultation 

with focus groups. They also drive execution and ensure implementation 

downstream.  

Competency/Location Level 

• The Competency Management Team and the competency/location HR teams, 

led by leaders, implement the enterprise strategy in their respective businesses 

and report to the enterprise for governance. 

 

b. Middle Management  

• Implementing initiatives and projects. 

• Partnering with Workforce Relations Team, identifying diversity champions 

to create further awareness and generate participation. 

• Participate actively in various initiatives (e.g. DNG, Diversity 

Events/Celebrations, Training Programs). 

• Ensure adequate representation and focus of Diversity in various enterprise-

wide initiatives and programs, such as, Mentoring, Job Shadowing, Stretch 

Assignments, AMP, etc.  

 

c. Junior Management 

• Executing initiatives  

• Participate actively 

Effective Communication is important 
 

Communication around inclusivity drive and focus is an integral part of the overall 

organization communication strategy and a key driver in creating awareness and ensuring 
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success of the initiatives and interventions. Multiple forums and channels are leveraged 

to ensure reach and impact:  

1. Strategic Communications: Diversity is a key constituent of all strategic 

communication, for e.g. through W3 (company intranet), Monthly reviews, Quarterly 

Business Reviews, Town halls, Roundtables etc. (refer exhibit 10.3). 

2. Diversity specific communication: Ongoing, organization level function specific 

communication through mailers and posters (refer exhibit 10.2). 

3. Other modes of communicating intent: 

• Special training programs to enable gender diversity sensitization (refer 

exhibit 4.1 a).  

• Mailers and website:  

i. Active website providing details of IBM Daksh diversity 

imperatives and initiatives (refer exhibit 10.3). 

ii. Showcasing women leaders (refer exhibit 10.7). 

iii.  Creating awareness of DNGs, introducing new leaders etc. (refer 

exhibit 1.4 a). 

iv. Celebrations: fathers day, mothers day, women’s day (refer exhibit 

11.1 & 11.2). 

• IConnects & Roundtables (refer exhibit 1.5 a). 

• Branding of special programs like Elevate and Crucible (refer exhibit 1.2 

d). 

• Creating awareness on progress and initiatives through the quarterly 

Diversity newsletter (refer exhibit 10.2). 

• One-on-one interaction with managers with low diversity ratios to help 

them build corrective action plans (refer exhibit 3.2 d). 

• Analyzing and providing quantitative analysis to leadership on existing 

trends (refer exhibit 3.2 b & c). 

• Employees are exposed to the concept of diversity and inclusivity as soon 

as they join the organization - welcome messages are circulated and 

shared with new joinees on ‘why diversity is a business imperative’ and 
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giving them a snapshot of IBM Daksh Diversity initiatives (refer exhibit 

10.1 & 10.5). 

 

Conclusion 

 

Since the time of Darwin, we know that diversity in a species is the key to natural 

selection. It is survival of the fittest all over again – with the only constant being change. 

The more diverse the gene pool, the better equipped the species is to adapt to the 

environmental challenges. In much the same way, it is now clear that diversity of ideas in 

a corporate environment leads to better business decisions and hence business 

performance. Almost all successful global companies realize this and hence place great 

emphasis on diversity. It follows that the most elementary diversity is gender diversity. 

Since women make up half the population, taking them on board increases viewpoints 

and generation of ideas manifold. 

 

The rise of global leaders like Indira Gandhi, Sirimavo Bandaranaike, Gro Harlem 

Brundtland and Margaret Thatcher is laudable. Every such achievement by women is in 

itself worthy of praise since they provide role models for others. However, it is important 

to realize that companies need to foster an environment to enable organic leadership from 

amongst their women employees. Organically grown leadership, not just at the top levels, 

but at all levels, will lead to more diversity in thought and organization which will 

ultimately add to the growth in quantitative and qualitative terms while also fulfilling an 

important societal responsibility. 

 

IBM Daksh has realized that a critical success factor for the organization is to understand 

the business case for leveraging the vast talent pool of women in the workforce - and the 

key role that women are presently playing as customers, investors, employees, and 

producers. It has ensured that senior management reflect this highly visible and articulate 

aspiration in each business initiative – both internal and external to the company.  
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The initiatives taken by IBM Daksh have been recognized by the Industry through the 

NASSCOM Award for Excellence in Gender Inclusivity that Daksh has won for two 

consecutive years (refer exhibit 13). However, the company believes that its most 

rewarding recognition has come from narrations made by IBM Daksh women employees 

on how the company’s inclusive culture not only empowers them to seek and meet new 

challenges but also how it impacted their lives both personally and professionally (refer 

exhibit 12.1-12.10). These women have come forward and made a contribution for 

providing cross-function mentoring for successor generations of women that will guide 

them through their challenges at the workplace, and celebrating every woman executive 

who gracefully glides through her career and nurtures her home at the same time. 

 

The impact of these initiatives can be briefly summarized as: 

1. Diversity and inclusivity have become a part of the DNA of the organization – 

they are an integral part of the company’s strategic business plan from where they 

flow into the plans of all business units, competencies, functions and teams. They 

further form an integral part of the Personal Business Commitments of each 

individual manager. Performance evaluation of both the business and the 

individual has significant diversity performance elements.  

2. Retention percentage of women talent hired three years ago has improved year on 

year owing to the various targeted programs.  

3. Percentage of women candidates at the leadership level has gone up considerably. 

The Chief Privacy Officer for Daksh and IBM India is a woman. The Daksh 

Diversity leader has the distinction of being named the chairperson of the 

prestigious India Women Leadership Council (IWLC-refer exhibit 15). 

4. Sizeable percentage of Gender Diversity resources identified as top talent in 

middle and top management. Owing to the targeted and customized programs, the 

company provides an enabling atmosphere so that women can sustain careers and 

successfully integrate work and family to propel them into middle and senior 

management positions. 

5. The work/life balance and flexible working option policies have enabled women 

to manage personal exigencies without impacting their performance and growth. 
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There are numerous cases of homecomings or women employees rejoining the 

organization. 

6. The Diversity Network Groups are enabling women at various levels to further 

not only their careers but are also building personal growth support system. 

Participation in these groups is not limited to Daksh part of the business or India 

as a region, but has seen active participation from across regions and locations 

within the IBM Company. 

 

The efforts and initiatives taken by Daksh exemplify the following statement:  

 

“As [women secure more and more powerful posts in the marketplace], a chorus of 

experts say, corporate culture will change for the better, becoming more collaborative 

and less competitive, more inclusive and less elitist, and more flexible in the way the 

work environment is run. And, they add, the workplace will become more productive in 

the bargain.”2 

 

The organization is making continuing efforts to embed the concept of diversity and 

equal opportunity into its very fabric, life and culture. It is also making inroads into 

bringing thought leadership in this area towards the industry – not only its own but across 

verticals.  



Building an Inclusive Workplace: An IBM Daksh Perspective 

 - 30 -

References 

 

1. Alice H Eagly and Linda L Carli, Women in the labyrinth of Leadership, HBR 

Sep 2007  

2. Barron’s Magazine, 2003, Breaking the Glass: More women reach top spots, 

but sexism persists 

3. Catalyst Survey, 2004, The Bottom Line: Connecting Corporate Performance 

and Gender Diversity 

4. Equal Pay Act of 1963, Pub. L. No. 88-38, 77 Stat. 56, (June 10, 1963) 

5. Financial Express, July 20, 2009 

6. Financial Times, April 7 2004 

7. IBM Annual Report 2008 

8. IBM website - http://www-03.ibm.com/ibm/history/index.html 

9. Kimberley Bachmann , Penny Brady, Denise McLean, Conference Board of 

Canada research, Governance Services, May 2003 

10. McKinsey Quarterly Report, September 2008 

11. McNamee, Roger, 2004, The New Normal—Great Opportunities in a Time of 

Great Risk, Penguin 

12. Status of Women Canada, 1998, Gender-based Analysis: A Guide for Policy-

Making (revised edition, 1998), Ottawa: Status of Women Canada 

 

 

List of Figures 

 

Figure 1: Gender Diversity strategy     Page 8 

Figure 2: Gender Diversity Focus Areas    Page 10  

Figure 3: Capability & Development: A blended approach  Page 15  


