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ABSTRACT 

This qualitative study aimed to identify the optimal formula for attaining organisational excellence 

by integrating quantitative performance measurements with a commitment to employee well-

being. The article, grounded in comprehensive research from academic databases and industry 

publications, challenges the prevalent notion that high performance is the sole criterion for 

achieving exceptional performance. The study's results indicate that organisations can cultivate a 

culture of continuous improvement and achieve exceptional performance by adopting a balanced 

strategy that integrates high standards with empathetic and considerate leadership. Rigour in 

organisations is delineated, along with its components and the implications for operational 

efficiency and quality assurance.  Moreover, the study elucidates how the application of data 

analysis and analytical tools can enhance an organisation's strategic performance. The significance 

of compassion is elucidated, along with its beneficial impact on fostering a pleasant work 

atmosphere characterised by empathy and emotional intelligence.   The article further explores the 

convergence of rigour and compassion, identifying potential methods for attaining equilibrium. 

Additionally, it discusses the proposed theoretical foundations for the model, the measuring 

instruments, and the implementation plans, which encompass training and successful change 

management. Furthermore, identified research gaps are examined, along with the consequences of 

the findings for managers and leaders, and recommendations for organisations aiming for 

excellence are emphasised. The study ultimately indicates that sustainable success or excellence 

is attainable just through the integration of rigour and compassion, which would significantly 

affect stakeholders. This research advocates a transformation in organisational cultures and urges 

businesses to abandon the myth of the merciless high performance to facilitate enhanced 

innovation, commitment, and achievement. 

Key words: Organizational excellence, rigour, high performance, compassion, employee well-

being. 
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1 INTRODUCTION 

The modern business landscape requires companies to perform well under all conditions. 

Management theories have long held that impartially pursuing results is the only way to succeed 

(Miller, 2014). Due to this ideology, many organisations have strict KPIs and little tolerance for 

failures (Petrick, 2017). Increasing data suggests that focusing solely on performance may be 

incorrect. Research shows that balanced and sympathetic leadership produces better and longer-

lasting results (Melé, 2019; Wei et al., 2016). Empathetic people management and rigorous 

accountability can sustain employee wellbeing development (Bernal et al., 2018; Conklin, 2021). 

The current organisational structure hinders performance, financial returns, and human 

management. To improve decision-making and efficiency, organisations have relied on tools, data, 

and discipline. According to the literature, rigidity alone may not be enough in the modern world; 

a balance between rigour and compassion is increasingly seen as a better way to achieve 

sustainable success. According to Melé (2019), businesses must focus on performance indicators 

and encourage personal growth. Miller (2014) expands organisational excellence to include 

relationship management and culture, arguing that high-performing businesses promote employee 

well-being. Wei et al. (2016) found that compassionate leadership improves performance, proving 

that leaders with empathy and emotional intelligence can lead their teams to greatness.  

Bernal et al. (2018) discovered that mindfulness and deep organisational values improve 

organisational resilience and adaptation to unpredictability. Petrick (2017) examines Total Quality 

Management in HR and recommends people-centered management to boost employee engagement 

and organisational effectiveness. This study uses Zhao et al. (2024) case studies of exceptional 

Chinese hospitals to teach leadership approaches that balance rigour and compassion. Conklin 

(2021)'s theoretical frameworks on balancing acts in organisational change provide a systematic 

view of this dualistic approach, whereas Dewar et al. (2022) examine the mindsets of exceptional 

CEOs who can overcome these problems.  Ahn et al. (2024) research which focuses on compassion 

and job performance in the South Korean public art sector, and Christensen-Salem et al. (2021), 

which study socio-emotional capital in family enterprises, also contribute to the discourse on 

compassion in organisations. Balasubramanian and Fernandes (2022) discuss COVID-19 

pandemic crisis leadership approaches and the necessity of compassionate leadership in disasters. 
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This study provides a comprehensive and creative organisational excellence basis. It claims that 

businesses that balance rigour and compassion can create sustainable, high-performing, and 

purposeful cultures that generate financial benefits and improve employee and societal well-being. 

The research also analyses how compassion and rigour might improve organisational performance 

in the complex corporate world.  

Performance-oriented management strategies and human variables affecting employee 

commitment and organisational identification differ, as this study shows. Companies' focus on 

profit margins leaves many workers hurt, dissatisfied, and looking for new jobs. Unregulated 

performance jargon can create a toxic workplace where employees feel undervalued and 

replaceable. The study explains 'rigour' and 'compassion' to help understand this issue. In 

organisational management, “rigour” refers to a systematic performance measurement approach 

that is precise, exact, and requires explanation. It includes the strategies and processes businesses 

use to attain goals. Conversely, “compassion” is a concern and a leadership style that prioritises 

employee emotions, improving job satisfaction and workplace climate. Compassion involves 

listening to people, developing them, and supporting their well-being within the organisation, 

treating them as humans rather than tools.  The relationship between performance indicators and 

compassionate leadership in organisations is important for various reasons. Therefore, it is possible 

to create a more efficient work environment that prioritises performance and employee job 

satisfaction. Through employee dedication, innovation, and absence reduction, this research can 

help organisations achieve long-term success. It helps modern companies create a unique 

management plan to address worker issues without losing performance.  

The study will also explain how to execute this dualism, its issues and solutions, and the softer 

approach's challenges and solutions. This study presents a 21st-century paradigm that breaks the 

'hard' and ' soft' management divide. The findings suggest that strict performance and 

compassionate personnel management are linked and can shape world-class organisations.  
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2  RESEARCH METHODOLOGY 

This qualitative literature-based study examined the ideal organisational greatness recipe that 

combines rigour and compassion. The need to properly synthesise and critically assess current 

literature on this issue to identify key themes, concepts, and best practices that explain the complex 

relationship between organisational performance and human-centered methods drove our decision. 

The literature review thoroughly searched Scopus, Web of Science, and Google Scholar for peer-

reviewed articles. The inquiry used terms like 'organisational excellence', 'rigour and compassion', 

'leadership and excellence', 'human resource management excellence', and 'organisational change'. 

A snowball sampling technique was used to find more relevant articles and build a comprehensive 

literature base by reviewing the reference lists of the found articles.  

According to the review's inclusion criteria, articles must be published in peer-reviewed journals, 

focus on organisational excellence with an emphasis on rigour and compassion, be written in 

English, and have been published within the last decade to ensure relevance. Compliance with 

standards improves the material's credibility and depth. Select literature was carefully examined 

and evaluated. Each essay revealed themes, concepts, and best practices that can improve 

organisational rigour and compassion. Multiple studies were synthesised to improve understanding 

and present an ideal organisational excellence framework. Several considerations supported 

literature review. It first allows a systematic and thorough analysis of the existing knowledge base, 

revealing gaps in understanding (Hiebl, 2023; Kraus et al., 2022). Second, it presented a broad and 

multifaceted look at how businesses might create strong systems and compassionate workplaces. 

Kraus et al. (2022)'s complete literature review recommendations for independent studies shows 

that the procedure helps establish theoretical frameworks for future research. For complex subjects 

like organisational excellence, a literature review is an effective research tool. It helps researchers 

identify patterns and themes across multiple studies, creating consensus among varied fields and 

viewpoints, which is crucial for studying organisational phenomena (Mohamed Shaffril et al., 

2021).  

The researchers hope this study would improve knowledge of rigour and compassion in 

organisational processes and provide a foundation for excellence. This study could help companies 
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balance quantitative measures with compassion in the workplace, enhancing employee 

engagement and performance in today's changing climate.  

 

3 LITERATURE REVIEW 

3.1 Historical Context of Performance-Driven Management 

Over time, performance-oriented management has changed how companies set goals and manage 

operations. Performance-driven management began with scientific management pioneer Frederick 

Taylor in the early 1900s. The division of labour and time studies, which are currently used in 

almost all management functions to boost productivity and performance, underpin this (Sushil & 

Dhir, 2024). Performance management cultures strengthened in the mid to late 20th century as 

companies adopted scientific management theories. During this time, formal methods for 

improving organisational effectiveness increased, especially in manufacturing and industry. Total 

Quality Management (TQM) approaches used by 1980s figures like W. Edwards Deming stressed 

the importance of exact organisational performance supervision. Performance metrics and product 

and service quality improvements made organisational effectiveness heavily dependent on 

measurable results (Botelho, 2024).  

However, due to changes in the global business world, notably technological and societal aspects, 

the severe performance-oriented approach may not be fully accepted. Experts and practitioners 

now recognise that focusing solely on efficiency may hurt employee engagement and business. 

Thus, frameworks promoting human management and employee welfare emerged. According to 

Christensen-Salem et al. (2021), family firms have higher employee job satisfaction than non-

family firms due to organisational care or compassion that transcends performance metrics. This 

shows that organisational efficiency includes productivity and socio-emotional factors that 

promote a healthy workplace. COVID-19, for example, showed the need for a balanced leadership 

strategy that prioritises efficiency, compassion, and the organisation's ability to recover quickly. 

Balasubramanian and Fernandes (2022) assess crisis leadership's effectiveness through 

sympathetic communication and staff wellness, warning against performance-driven leadership in 

crises. In academic discourse, more scholars advise integrating caring (compassion) and 
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performance as success factors. Dinsmore and Ali-Khan (2024) find that higher education 

institutions that prioritise care and excellence are more likely to succeed. Kotková Stříteská and 

Sein (2021) explore the shift to performance-oriented cultures in Nordic public sector 

organisations, indicating that compassion and high standards may coexist. Performance cultures 

are also briefly discussed in community organisations. Ukeles (2022) shows how performance 

cultures in dynamic communities help people enroll and engage, emphasising the importance of 

relationships beyond performance contracts. Organisational excellence must include performance, 

compassion, and stakeholder support. This historical transformation requires businesses to rethink 

leadership to incorporate rigour and compassion to succeed in the modern economic world. In the 

next part, we'll define organisational excellence before discussing how rigour and compassion can 

lead to success.  

3.2 Organisational Excellence 

Assessing corporate success and its causes is crucial to organisational excellence. According to 

Uhabakin and Titov (2020), the best first step is to determine an organization's size, industry, and 

life cycle stage to determine its success criteria. This is pragmatic since organisations vary greatly 

and may choose different key performance indicators based on their environment and strategic 

goals. Success depends on organisational conduct, according to Indermun and Bayat (2013). The 

authors argue that individual, group, and organisational dynamics are necessary for organisational 

success. These scholars identify leadership, communication, and organisational culture as factors 

that can improve or hinder performance. In addition, Savastano et al. (2022) found that corporate 

culture affects employee behaviour and performance across numerous industries, including the 

hotel business. Success depends on aligning personal and organisational values, according to Titov 

and Umarova (2017). Sustainable performance and engagement require personal and institutional 

values alignment. Employees are more committed to the company's goals when they believe it has 

a clear mission and direction that matches their values. Murari and Mukherjee (2021) found that 

real transformational leadership aligns leaders' and managers' values with the organization's, 

improving management performance and sustainability. Rajoria et al. (2022) offer how leadership 

style affects organisational success. Their results show that effective leaders who set high 

standards and listen to their followers can handle complicated corporate difficulties and rapid 
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change. This dual approach supports an integrated view of organisational excellence that balances 

goal achievement with human factors. Margherita et al. (2021)'s discussion of digital 

transformation and sustainable business practices supports the idea that agility and flexibility have 

moved from soft skills to fundamental organisational performance. Due to rapid technological 

advancements, organisations must meet market demands while encouraging innovation and 

continuous improvement, so excellence should be seen as a holistic concept that encompasses both 

measurable and qualitative organisational dynamics. Thus, organisational excellence is shaped by 

organisational factors, behaviour, values, leadership styles, and learning capacities. In our search 

for the "optimal formula for organisational excellence," these different insights provide a solid 

foundation for understanding and succeeding in the modern complex business landscape. 

Organisations may build strong and empathic strategies by understanding these interactions, 

improving their effectiveness and sustainability.  

3.3  Understanding Rigour in Organisations 

Rigour in organisations means a systematic and disciplined approach to management and 

operations, characterised by precise standards, stringent processes, and a relentless focus on 

measurable outcomes. It includes various components that help organisations achieve their goals 

through improved efficiency and effectiveness. Excellence in organisational performance requires 

strict compliance with standards, evidence-based decision-making, and superior performance 

indicators. Organisations can improve productivity, quality, and accountability by systematic 

implementation of principles, as shown by Botelho (2024), Ipinazar et al. (2021), and Carvalho 

(2023). Rigour includes Performance Metrics, Evaluation Criteria, Processes, and Standardisation. 

Companies define quantitative criteria to measure productivity and results. Companies measure 

performance using KPIs, efficiency ratios, and quality control information. Organisational success 

is measured by customer satisfaction, defect rates, and financial ratios (Botelho, 2024). 
 

 

 

 

Evaluation criteria underpin organisational performance assessment. The criteria allow businesses 

to evaluate their objective achievement and identify opportunities for improvement. 

Organisational performance evaluation emphasises productivity, quality, and regulatory 

compliance (Ipinazar et al., 2021). Stringent businesses standardise operations to achieve 

uniformity and reliability. Standard operating procedures (SOPs) assist employees and reduce 
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performance variability. Standardised processes reduce risk and boost operational efficiency 

(Carvalho et al., 2023). They also foster accountability and ongoing improvement, improving 

performance and quality. 

 

4  IMPACTS OF RIGOUR ON ORGANIZATIONAL PERFORMANCE 

Rigorous procedures boost organisational success in many ways. Rigour impacts operational 

efficiency, quality assurance, and risk management. Donaldson et al. (2022) found that strict 

operating rules improve process efficiency, reducing waste and increasing production. 

Organisations can improve workflow management and productivity by reviewing performance 

indicators and promoting continual improvement. This operational efficiency boosts company 

profitability and sustainability, according to research. Quality assurance requires rigour to maintain 

production and service quality. Companies can meet or exceed customer expectations by using Six 

Sigma or lean processes to ensure quality. According to Groenewald et al., 2024, quality control 

techniques help companies spot errors quickly, reducing costly rework and improving customer 

satisfaction.  

Quality control helps organisations discover potential flaws early, reducing costly rework and 

improving customer satisfaction (Groenewald et al.,2024). A rigorous framework is essential for 

organisational risk management. Rigid performance evaluations and compliance criteria help 

organisations discover and reduce risks. In industries with strict regulatory requirements, failing 

to fulfil standards might have serious consequences (Chaudhuri et al., 2024). The synthesis of these 

factors shows that rigour is about improving organisational performance and resilience, and 

organisations seeking excellence will use rigour in their decision-making and strategy.  

4.1  Rigour in Decision Making and Strategy formulation 

In dynamic marketplaces, organisations must make decisions with rigour. Organisations use data 

insights and analytical frameworks to make careful decisions (Awan et al., 2021; Sarker, 2021). 

Awan et al. (2021) explain that companies use data-driven analytics to improve strategic 

performance. Awan et al. (2021) remark that managers' ability to assess huge datasets provides 

practical insights that influence operational and strategic decision-making. Verified data improves 

prediction accuracy and market alignment for organisations. Organisations use analytical tools to 
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investigate possibilities and evaluate results, according to Sarker (2021). Many companies use 

SWOT, PESTLE, and the Business Model Canvas to conduct contextual analysis and get strategic 

insights. According to Sarker (2021), organisations use these tools to traverse complex 

circumstances and make informed decisions based on a complete awareness of internal and 

external factors. Data-driven techniques and analytical frameworks boost strategic capabilities, 

increasing competitiveness and agility. Organisational rigour requires knowing its essential traits 

and impact on strategic performance and decision-making. A rigorous organisational culture can 

improve efficiency, quality, and risk management, leading to balanced excellence with rigour and 

compassion.  

 

5 THE ROLE OF COMPASSION IN ORGANISATIONS 

Organisational compassion is acknowledging others' suffering and emotions at work. Compassion 

requires empathy and emotional intelligence, which helps leaders and individuals understand 

others. These competences help healthcare educators identify and manage staff and patient 

emotional needs, which affect organisational efficacy, according to McNulty and Politis (2023). 

Compassion and employee well-being are strongly correlated in organisational behaviour research. 

Compassionate organisations create an environment where people feel appreciated and 

acknowledged, improving job satisfaction and psychological safety (Jemal et al., 2021). 

Compassionate businesses reduce stress and boost employee resilience, improving performance 

and reducing turnover, according to West et al. (2017) and Pionke and Graham (2021). 

Compassionate leadership fosters organisational compassion. Servant and transformational 

leadership emphasise helping and developing people. Brohi et al. (2021) argue that servant 

leadership prioritises employee and community needs, building trust and psychological safety. 

Such leaders empower and esteem their subordinates, improving their performance. 

Transformational leadership, like servant leadership, shows compassion by meeting employees' 

needs and inspiring them to achieve goals. Papadopoulos et al. (2021) claim that compassionate 

leaders prioritise outcomes and subordinate well-being, impacting organisational culture. Such 

leadership styles encourage teamwork, allowing people to communicate their concerns and goals, 

boosting involvement and inventiveness. To foster compassion, an organisation must have a caring 
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culture. Creating a caring company culture requires purposeful measures to help all employees. 

Leave policies promote employee mental wellness in this society. Pavithra (2022) found that 

compassionate workplaces have better employee relations and higher productivity. Organisations 

that promote mental health through work-life balance, counselling, and exercise show compassion. 

Oruh et al. (2021) showed that compassionate managerial leadership reduced employee stress 

during the COVID-19 pandemic, emphasising the need of crisis policy support. A caring 

organisational culture improves collaboration and coordination (Koon, 2022). Compassionate 

people know that their coworkers enjoy help and recognition, which encourages knowledge 

sharing and problem-solving and innovation. This synergy benefits employees and the company. 

This study suggests that leadership and organisational culture can improve employee wellness by 

including compassion. Thus, empathic leadership and supportive policies can help organisations 

meet high standards and meet care needs, laying the groundwork for success.  

 5.1 The Intersection of Rigour and Compassion 

Organisations today realise that rigour and compassion lead to sustainable excellence. A workplace 

that optimises performance and employee well-being must reconcile these two contradictory ideas. 

Many case studies show how to integrate these elements, which firms may use to balance 

performance and compassion. According to Malenfant et al.'s 2022 study, a prominent healthcare 

organisation adopted the Caring for the Carer initiative's two complimentary strategies to prioritise 

performance indicators and staff well-being. It found higher employee satisfaction, lower turnover, 

and better patient care. Malenfant et al. (2022) claim that caring leadership and rigorous 

performance evaluation methods create great companies.  

According to Malenfant et al. (2022), Papadopoulos et al. (2022) found that the Reek Health Care 

System implemented a culture reform that emphasised compassion and high-quality patient care. 

The study found that this technique improved performance and workplace support, proving that 

strict performance procedures and compassion are the best way to achieve organisational 

greatness. Indeed, many frameworks help businesses assess the link between rigour and 

compassion. The PERMA+ Model is a positive psychology paradigm that evaluates workplace 

performance using engagement, connections, meaning, and achievement (Donaldson et al., 2022). 

This strategy allows organisations to widen their evaluation criteria and assess how rigorous 
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standards and compassionate practices affect employee well-being and organisational excellence. 

In addition to the PERMA model, Dodson and Heng (2022) developed the Self-compassions 

model to help organisations reduce performance-related stress that harms employees. In addition 

to performance measurements, self-compassion surveys can provide managers with valuable 

information into employee resilience and contentment.  

5.2   Overcoming Barriers to Balancing Rigour and Compassion 

Many challenges prevent organisations from achieving excellence via discipline and compassion. 

Cultural transformation resistance is a major obstacle. When executives try to be sympathetic, 

performance-focused environments sometimes look down on them. Khaw et al. (2023) found that 

employee pushbacks and leadership opposition can impede organisational policy and practice 

changes. Effective transitions require leaders who can demonstrate how empathy sustains 

performance excellence. Misunderstanding the notions of rigour and compassion leads many to 

believe they are opposite. Peng et al. (2021) claim that leaders and employees typically choose 

between great performance and compassion, not realising that both can be mutually reinforcing. 

Employees who misunderstand empathetic leadership hinder organisational growth. Insufficient 

understanding of integration's benefits may also cause resistance. Many companies mistakenly 

believe that quantitative metrics will improve performance, ignoring the importance of strong 

leadership that builds employee commitment (Evans, 2022). Educational and organisational 

awareness efforts must provide evidence-based results that rigour and compassion work. The link 

between rigour and compassion can help an enterprise succeed. Organisations can overcome 

balance issues with case study analysis and assessment frameworks. Organisations must address 

cultural barriers and beliefs that prevent them from reaching organisational excellence.  

 

6 CASE STUDIES OF ORGANISATIONAL EXCELLENCE 

Effective models have emerged from integrating organisational leadership with rigour and 

empathy across industries. Only balanced execution makes the two elements wonderful. Evans 

(2022) studies how compassionate leadership creates supportive work cultures that improve patient 

care and staff morale in health care. Top hospitals combine excellent medical outcomes with staff 

and patient well-being programmes. These measures prevent burnout and improve patient 
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satisfaction, emphasising the significance of compassion in operational efficiency. Corporate life 

has many examples. Christensen-Salem et al. (2021) analysed Tiffany & Co., a family-owned 

business, to show how organisational care policies have increased employee loyalty. The link 

between organisational values and daily operational procedures promotes accountability and 

excellent performance, showing that caring leadership and strict processes produce great company 

results. Schools utilised Yokuş’ (2022) educational leadership style during the COVID-19 

pandemic. The idea promotes flexibility, mutual support, and empathetic communication during a 

crisis. The technique increased teacher and student involvement and academic performance, 

showing that caring educational institutions succeed in crisis. Nordstrom Retail Corporation 

implements these ideas well. Papadopoulos et al. (2021) show that letting employees prioritise 

customer service helps the company build a humane operating strategy. The organisation lets staff 

use their discretion to provide excellent customer service while meeting high performance and 

empathetic requirements.  

 

7 LESSONS LEARNED FROM FAILURE TO INTEGRATE RIGOUR AND 

COMPASSION 

 
The discord between rigour and compassion can have negative effects. Famous organisational 

failures illustrate this topic. Carvalho et al. (2021) examine organisational failures across industries 

to determine how overemphasising operational rigour demotivated employees and had negative 

cultural consequences. When companies emphasise metrics and efficiency over employee well-

being, they increase turnover and decrease innovation. According to Shao (2024), Wells Fargo 

was criticised for its unethical sales practices due to strict performance goals. Compassionate 

leadership must reduce the negative impacts of extreme rigour, which led to worker turnover and 

public distrust.  

Marellas (2021) examines higher education institutions that failed to establish humane online 

learning transition techniques. Institutions that prioritised strict compliance measures to reduce 

stress increased student and instructor distress, demonstrating a lack of compassion. These 

shortcomings necessitate a rigor-compassion strategy. Integrated frameworks that merge these two 

components through organisational evolution protect human capital and improve performance. 



2025 407(3 )

92

 
 

The shift from process-oriented to relationship-based frameworks will help employees grow. The 

combination of rigour and compassion boosts organisational success, but setbacks show the need 

for balance. Organisational frameworks must combine this dual strategy to develop resilience and 

success in the highly competitive global landscape.  

 

8   DEVELOPING THE RIGOUR-COMPASSION MODEL 

The rigour-compassion leadership model combines operational excellence and compassionate 

organisational practises. Rigour is methodical processes that ensure efficacy and measurement 

criteria, but compassion means heart-centered leadership that boosts staff morale and dedication. 

At one end of the continuum, organisations follow strict rules and measurements, while at the 

other, compassion and emotional support prevail without a clear operational structure. Businesses 

can create productive, humane methods by combining these two extremes. A literature review 

shows that a rigour-compassion approach requires leadership effectiveness, corporate culture, 

employee involvement, performance measures, and feedback mechanisms. Tzortzaki (2022) 

showed that leaders who mix rigour and compassion may encourage their teams to perform and 

create workplaces that value results and employee well-being. Personal accountability and 

empathy are essential to corporate culture because they produce great results. A culture of agility, 

operational excellence, and compassion is the best basis for organisational success, according to 

Carvalho et al. (2023). Committed employees are more productive and loyal, according to 

employee engagement. According to Brohi et al. (2021), compassionate management increases 

employee trust, psychological safety, and work engagement. The fourth component of the 

proposed paradigm is performance measures, which include operational effectiveness and 

employee wellness indicators. Evans (2022) shows that effective health care organisations track 

clinical results and worker satisfaction. The fourth component, feedback, promotes continual 

improvement procedures via feedback loops. Leadership feedback loops integrate leadership, 

employee needs, and organisational goals. Khaw et al. (2023) found that responsive feedback 

channels are critical to organisational change management. 
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8.1 Measurement and Assessment of the Rigour-Compassion Model 

Establishing standardised monitoring and evaluation tools for the rigour-compassion paradigm is 

crucial to its success. Organisations improve procedural efficacy and compassionate leadership 

evaluation by using diverse assessment instruments. Integration of measurement criteria creates a 

responsible and supportive workplace that boosts job satisfaction and commitment. Assessing 

engagement and responding to satisfaction and comfort changes requires frequent worker surveys. 

Organisations need employee input to evaluate empathetic leadership. Systematic feedback can 

help organisations assess their compassionate leadership initiatives. Organisations can use these 

surveys to determine their strengths and shortcomings to develop leadership strategies. Brohi et al. 

(2021) claim that employee self-reports on organisational culture, support, and recognition systems 

improve workplace compassion. Second, 360-degree feedback models evaluate the rigor–

compassion equilibrium comprehensively. This technique lets subordinates, peers, and superiors 

evaluate a leader's operational success and compassionate leadership. This feedback gives a 

complete picture of leadership styles and promotes organisational transparency. Figueiredo et al. 

(2023) claim that 360-degree feedback helps develop leaders with rigour and compassion, 

establishing a cohesive company culture. Performance indicators are needed to evaluate the rigor-

compassion approach to organisational excellence. KPIs should include productivity, quality 

control, and qualitative indicators like employee environmental perceptions, as stated in this 

article. Using multiple performance measurements, organisations can evaluate their operational 

and humane practices. Carvalho et al. (2021) argue that organisations need a consistent 

performance monitoring method to grow and advance. Assessing employee stress and wellness 

may reveal more about an organization's caring culture. These assessments can identify stressors 

and employee dissatisfaction, preventing problems. Wellness solutions foster compassionate 

leadership in the workplace. Oruh et al. (2021) argue that organisational assessment results enable 

focused initiatives that promote compassionate leadership, help employees succeed, and improve 

organisational excellence.  

8.2 Indicators of Organisational Excellence 

After implementing the rigour-compassion approach, organisational excellence metrics must be 

monitored. The measures measure an organization's operational rigour and caring leadership. 
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These measures let companies evaluate their internal and external performance. A high employee 

retention rate indicates remarkable organisational effectiveness. Low turnover rates indicate a 

company that values and engages employees. Rigour and compassion in leadership techniques 

create a corporate culture that boosts employee happiness and retention. High staff retention 

reduces recruitment costs and develops experienced teams, ensuring organisational stability and 

continuity.  Brand reputation improvement may indicate organisational excellence. Companies 

with compassionate leadership and practices have better brand reputations. Positive employee 

relations led to better customer loyalty because customers value the work environment. Positive 

public impression builds customer trust and community partnerships, boosting brand identity and 

attracting top talent and clients. Consumers increasingly prefer ethical and caring businesses, 

approaching a competitive advantage.  

Positive patient outcomes indicate healthcare excellence. Positive patient results show the rigour-

compassion model's healthcare specialisation. Healthcare workers' empathy and participation 

boost patient happiness, incident rates, and recovery. Margherita et al. (2021) found that 

compassionate healthcare environments boost staff morale and patient outcomes. The relationship 

shows that empathetic leadership improves care and patient experiences. Agility in the rigor-

compassion approach affects organisational excellence. By adapting operations while preserving 

quality and compassion, a company shows resilience and efficacy. Organisations that blend 

operational discipline and compassionate leadership may quickly adjust to market changes and 

internal issues while prioritising employee and customer well-being. This measure is important for 

analysing business success since organisational agility improves performance in complex contexts.  

8.3  Implementation Strategies of the Rigour-Compassion Model 

Organisations must invest in talent development, prioritising scientific operational methods and 

sympathetic leadership. A holistic approach teaches workers to balance rigour and compassion and 

empowers them to employ both. Compassionate Leadership Workshops are key to implementing 

the paradigm. These specialised training sessions help leaders understand workplace relationships 

and empathy. Leaders who focus on compassion and performance boost morale and reduce 

burnout. The study by Malenfant et al. (2022) shows that teaching leaders compassion enhances 

their interpersonal skills and team trust and loyalty. Organisations must offer compassion-based 
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and Operational Excellence Training. Staff learn humane practices and methods for process 

optimisation in workshops. Since the plan improves performance and staff well-being, operational 

efficiency must protect employees’ well-being. Staff are instructed to seek improvement 

opportunities while prioritising human dimensions of work to meet organisational performance 

and caring goals (Pionke & Graham, 2021). Implementing the rigour-compassion concept requires 

excellent management. This requires numerous strategies: Diverse stakeholders throughout 

implementation improve their commitment to sympathetic and strict changes. Employees, 

management, and external partners work together to apply the rigor-compassion paradigm. When 

stakeholders participate in decision-making, they are more committed to reforms and cultural 

change (Koon, 2022). A phased approach to model component introduction allows real-time input-

driven adaptation. Adopting changes allows organisations to learn and adjust their strategies 

through its cycle structure. According to Tikva & Tambouris (2021), this flexibility allows teams 

to test new methods and evaluate their efficacy in complex organisational situations. scholarship 

and feedback systems Transparent communication channels encourage adaptation and allow 

businesses to assess their progress, improving performance. To evaluate their rigor-compassion 

strategy, companies must collect employee feedback. Open discourse allows people to share 

knowledge and build learning. Leadership effectiveness depends on adaptive organisational 

practices, according to Jemal et al. (2021).  

 

9 FUTURE DIRECTIONS AND IMPLICATIONS 

This study examined how compassionate leadership and operational success interact in 

organisations. Our findings showed that balanced management systems that combine strict rules 

with empathetic leadership can boost staff dedication, productivity, and long-term success. 

Through targeted training, organisations can integrate both frameworks. Change management 

methods involve stakeholders and iteration. Despite the study highlighting the need for rigour and 

compassion, much remains to be learnt about this issue. In remote work and non-profit 

organisations, the rigour–compassion approach may be tested in future study. Examining how 

varied cultural origins affect rigour and compassion may also be beneficial. Understanding these 

variations will help businesses choose engagement and performance strategies.  
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 9.1 Practical Implications for Managers and Leaders 

Managers and leaders are affected by this fair approach. They must see the link between the two 

ideas and then create a new organisational culture that blends them. In this regard, they should aim 

at: (i) Promoting Open Dialogue: Encourage employees to voice their opinions on company rules 

and practices. Meet regularly, conduct anonymous surveys, and hold open forums. (ii) Investing 

in Development: Stress the importance of training programs that combine performance 

improvement with compassionate leadership skills to help leaders at all levels adopt these values. 

(iii) Setting Pragmatic Expectations: Leaders must realise that operational excellence does not 

mean ignoring staff welfare. Setting clear, achievable goals and rewarding individual contributions 

can boost morale without overburdening personnel. (iv). Use varied indicators: To assess 

organisational health, use a balanced scorecard approach that includes performance and staff 

engagement metrics.  

9.2 Implications for Organizational Excellence 

 The implications of combining rigour with compassion are far-reaching for organisational 

excellence and sustainable success.  Through establishing a culture where high performance and 

compassion exist together organisations effectively meet their operational targets while also 

nurturing their employees’ sense of belonging and purpose. Through this dual orientation 

organizations see improved employee retention and satisfaction along with increased workforce 

resilience for handling upcoming challenges. 

 

10 IMPACTS ON STAKEHOLDERS: EMPLOYEES, CUSTOMERS, AND 

COMMUNITY RELATIONSHIPS 

 
Embracing an integrated approach to rigour and compassion yields long-term benefits, including 

improved innovation, enhanced team cohesion, and superior customer service. Organizations that 

adopt an integrated approach to people management can cultivate a loyal customer base shaped by 

a strong reputation for meeting and exceeding stakeholder expectations. This fosters brand loyalty 

and extends the organisation’s positive impact within the community. This positively affects 

employees by enhancing their job satisfaction and providing a greater comprehension of their 
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objectives. Customers of organisations that prioritise cost efficiency and compassion will 

encounter superior service quality, as staff treated with respect demonstrate greater commitment 

to their roles. Ultimately, communities gain from organisations that are socially responsible and 

economically sustainable. A dedication to compassion can enhance relationships with local 

communities, yielding benefits that complement the organization's objectives.  The pursuit of 

equilibrium between rigour and compassion in organisational settings presents numerous prospects 

for future research and practical implementation. The significance of this synergy will escalate as 

organisations endeavour to navigate the intricate environment; it is essential not only to achieve 

short-term performance goals but also to ensure long-term sustainability and societal value. 

 

11 CONCLUSION 

This study examined rigour and compassion as fundamental elements for attaining organisational 

excellence. We commenced with an elucidation of rigour to comprehend its essential components, 

encompassing measurements, and processes, and its role in enhancing operational performance 

and mitigating risk. Our discussion indicates that utilisation of data in conjunction with 

standardised processes enhances performance and strategic foresight inside organisations. 

Subsequently, we underscored the pivotal role of compassion within the organisational framework, 

accentuating its significance via empathy and emotional intelligence. We examined the 

relationship between these two notions by illustrating how common ground may be established 

between rigour and compassion, evidenced by successful integrations across several industry 

situations. Cultural opposition, with misunderstandings that assert rigour and compassion are 

irreconcilable, constitutes a substantial barrier to achieving this equilibrium.  Our examination of 

real-world instances revealed effective integration models and cautionary examples of failure, 

offering essential insights into the need to sustain this balance. Utilising our observations, we 

formulated a theoretical rigour-compassion model and presented measurement and assessment 

tools, with concrete implementation techniques via training programmes and change management 

approaches. The discourse delineated prospective research trajectories by identifying existing 

knowledge deficiencies that managers and leaders must leverage to formulate pragmatic solutions 

conducive to enduring success. The combined application of rigour and compassion yielded lasting 
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advantages for organisational performance and enhanced connections with stakeholders at all 

levels, including employees and consumers. Organisations can attain sustainable success by 

adopting dual strategies that integrate analytical rigour with a commitment to human dignity. 
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