MULTI-STAKEHOLDER PERSPECTIVE OF

STRATEGIC PERFORMANCE MANAGEMENT:

A STUDY OF E-LEARNING PROVIDERS IN NON-FORMAL EDUCATION
DOMAIN IN INDIA

SRIKANTA ACHARYA

DEPARTMENT OF MANAGEMENT STUDIES
INDIAN INSTITUTE OF TECHNOLOGY DELHI
SEPTEMBER 2017



© Indian Institute of Technology Delhi (IITD), New Delhi, 2017



MULTI-STAKEHOLDER PERSPECTIVE OF

STRATEGIC PERFORMANCE MANAGEMENT:

A STUDY OF E-LEARNING PROVIDERS IN NON-FORMAL EDUCATION
DOMAIN IN INDIA

by
SRIKANTA ACHARYA

Department of Management Studies

Submitted

in fulfillment of the requirements of the degree of Doctor of Philosophy
to the

Indian Institute of Technology Delhi
September 2017



CERTIFICATE

This is to certify that the thesis titled ‘Multi-Stakeholder Perspective of Strategic
Performance Management: A Study of E-learning Providers in Non-formal
Education Domain in India’ being submitted by Srikanta Acharya to the Indian
Institute of Technology Delhi for the award of the degree of Doctor of Philosophy
(Ph.D.) is a record of bona fide original research work carried out by him. He has
worked under my guidance and supervision, and has fulfilled the requirements for
the submission of the thesis, which has attained standard required for a Ph.D.
degree of the Institute. The results presented in this thesis have not been submitted

elsewhere for the award of any degree or diploma.

(Prof. Sushil)

Research Supervisor

Department of Management Studies
Indian Institute of Technology Delhi
Hauz Khas, New Delhi-110016

Date:



Acknowledgements

Every action starts with an intent and a desire to achieve a goal but to translate the
intent into the ultimate goal needs not only persistence on the part of the actor, but
active participation, encouragement, guidance, feedback, inspiration and even
silent prayers by many individuals without whose contributions not even a single
step could have been taken towards the achievement of this goal.

This research could not have been carried out without the able guidance and
motivation of my research guide and supervisor Prof. Sushil. | have learnt not only
the various facets of knowledge required for this research work from him, but also
subtle lessons of life that kept me going during the many personal trials and
tribulations that | had to pass through during this research activity.

| am thankful to the members of the Student Research Committee (SRC),
Prof. M.P. Gupta, Prof. K.M. Mital, Prof. S.S. Yadav and Prof. P K Jain who have
given their valuable inputs and encouragement at various times during the course of
this research. | also thank Prof. R.S. Agarwal, my professor from Mechanical
Engineering Department of IIT Delhi, for his blessings and best wishes. | also take
this opportunity to thank Mrs. Rejani Raghu for her continuous helping hand in all
procedural matters.

The contribution of fellow PhD colleagues can never be under-estimated. My
sincere thanks go to Dr. Neetu Yadav, Dr. Sumant Kumar Bishwas, Dr. Amit
Srivastava and Mr. Rakesh Gupta for periodic help during the course of my research.
A special thank goes to Mr. Nakul Parameswar for his timely help during this study.

The CEOs and senior management team of learning provider organizations,
their academic staff and other support staff members deserve my gratitude for
getting me access to the required data for various components of the research. The
learners who responded to the questionnaire and also contributed the data for
various studies deserve a special mention.

The contribution of my colleague Mr. Vijay Singh in technically assisting me in
data gathering and tabulation, usage of analysis software and also being a willing
participant for discussing various analysis results is of a level that cannot be
described enough but only be felt in my heart. He also contributed enormous amount



of his personal time and energy in helping me organize the thesis. | convey my
sincere thanks, gratitude and appreciation to him.

Behind every success stands a family firm enough to withstand all hardships
by providing an unending source of unconditional love and affection at all times. This
research is dedicated to my wife Banasree who sacrificed her own research work for
managing the most difficult enterprise in the world called ‘home’ and provided
continuous inspiration and all kinds of intellectual and moral support throughout this
challenging journey and my sons Samvit and Saurabh who withstood all hardships
while indirectly supporting my academic endeavor. | am also grateful for the regular
encouragement of my father Shri. Rabindranath Acharya and the blessings of my

late mother Smt. Bidyutprava Acharya from her heavenly abode.

Date: Srikanta Acharya



Abstract

Multi-stakeholder approaches are being adopted by many progressive organizations
for better strategic performance outcomes but when it comes to technology based
learning service providers in non-formal education domain, the default focus has
been on the student only and learning outcomes are seen as the only drivers for
strategic performance objectives. This research is to enquire if businesses operating
in non-formal education segment have to visualize the students more as important
stakeholders and also if other stakeholders need to be brought into the decision
making variables, thereby expanding the scope of business performance from
achieving learning outcomes to overall stakeholder expectation management.

The research objective is divided into two parts. The first part of the objective
is to establish if specific intervention variables adopted by e-learning providers result
into higher strategic performance indicators. The next part of the objective is to
assess if meeting stakeholder expectations is directly related to success level of e-
learning providers and what expectation perspectives impact the overall meeting of
stakeholder expectations.

The literature review has been grouped in three sections — studies related to
e-learning, stakeholder theory, and strategic performance management. Based on
the literature review, various path-breaking concepts and theoretical frameworks
articulated by reputed academicians in the domain of online education, a conceptual
framework was developed to test the research hypotheses and find answers to
various research questions. The complexity of the subject of study necessitated the
division of the overall activity into three phases — an action research to test the
hypotheses built around the first part of the objective, an empirical research based
on opinion survey of multiple stakeholders to test the hypotheses built around the
second part of the objective, and a multiple-case based explanatory or interpretive
study to identify all common linkages and patterns of behavior.

The action research segment investigates if responsiveness towards learners
affects short-term as well as long-term business performance indicators of the
learning providers. It also assesses if difference in responsiveness between e-
learning providers result into corresponding difference in enrollment figures, growth

in enrollments, continuity in growth rate of enroliments and also the course and



teacher ratings. Finally, it attempts to find linkages between responsiveness, course
rating and teacher rating on the one hand and learner satisfaction on the other. The
action research segment utilizes various statistical analysis tools like t-test, ANOVA,
Chi-Square test, Logistics Regression, etc.

The empirical research segment consists of development of questionnaire for
three identified stakeholders of e-learning providers and collects data about the
attainment of perspective-specific expectations and the overall meeting of their
expectations. The various analyses conducted on this data try to decipher if the
attainment level of expectations is a function of success of the e-learning provider by
comparing the levels between more successful and less successful e-learning
providers. Analyses are also conducted to establish correlations and specific
predictor variables to link perspective-specific expectations and attainment of overall
expectations of each stakeholder. The empirical research segment utilizes statistical
tools like Factor Analysis, Reliability Analysis, Independent Sample t-test, various
Non-Parametric tests, Pearson Correlation tests, and Multi-Variate Regression
techniques.

The multi-case study segment tracks the online learning delivery business of
three organizations over a period of two to five years to identify linkages between
various research variables and patterns of relationships while taking into account
various qualitative narratives and finds holistic interpretations corroborating the other
two research findings.

The synthesis of all the research segments — action research, empirical
research and case-study research — was done keeping in mind the research
guestions that this study wanted to address. The conceptual framework was
validated to establish that multiple stakeholder expectations play a vital role in
impacting strategic performance management of organizations. The study lists major
findings, recommends implementation items and also specifies limitations which
need to be kept in mind before expanding the scope of the research in further

studies.

Vi
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Nomenclature

Nomenclature used in Action Research

LP | Learner Provider E-Iear_nlng or online education/training providing
organization

LP1 | Learning Provider-1 Learning Provider-1 in Action Research
LP2 | Learning Provider-2 Learning Provider-2 in Action Research
P1 Observation Period-1 during Action July 2013-June 2014

Research

Observation Period-2 during Action
P2 Research July 2014-June 2015
P3 Observation Period-3 during Action July 2015-June 2016

Research
P-1 | Special Observation Period for LP2 July 2011-June 2012
PO | Special Observation Period for LP2 July 2012-June 2013

Nomenclature used in Empirical Research
Gl Learning Providers Group-1 More successful Learning Providers
G2 Learning Providers Group-2 Less Successful Learning Providers
SH1 Stakeholder Group-1 Learners
Influencers (Parents of Student Learners and
SH2 Stakeholder Group-2
Department Heads of Employee Learners)
SH3 Stakeholder Group-3 Teachers responsible for delivering e-learning courses
OPEX | Operational Excellence Macro Variable used for Stakeholders
Strategic Positioning and )
SPCO N Macro Variable used for Stakeholders
Competitiveness

FLEX Strategic Flexibility Macro Variable used for Stakeholders
COCH | Continuity and Change Macro Variable used for Stakeholders
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EXPT | Overall Stakeholder Expectation | Macro Variable used for Stakeholders
VAL Value to Learner Micro Variables used for Stakeholders
EOP Ease of Operation Micro Variables used for Stakeholders
QO0s Quality of Service Micro Variables used for Stakeholders
DIF Service Differentiation Micro Variables used for Stakeholders
OFL Operational Flexibility Micro Variables used for Stakeholders
PFL Process Flexibility Micro Variables used for Stakeholders
NET Adoption of New Technology Micro Variables used for Stakeholders
EXP Overall Stakeholder Expectation | Micro Variables used for Stakeholders
Prefix
L_
Used in conjunction with Macro and Micro Variables to signify the specific Macro and Micro
prefix | Variable for the Stakeholder where 'L’ stands for 'Learner’, 'I' stand for 'Influencer’ and 'T'
I_ stands for 'Teacher'.
Prefix
T
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