
 

STRATEGIC FRAMEWORK FOR PERFORMANCE 

MEASUREMENT AND MANAGEMENT:  

A STUDY OF SELECT INDUSTRIES 

 

 

 

 

 

 

NEETU YADAV 

 

 

 

 

 

 

 

DEPARTMENT OF MANAGEMENT STUDIES 

INDIAN INSTITUTE OF TECHNOLOGY DELHI 

JUNE 2014 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

© Indian Institute of Technology Delhi (IITD), New Delhi, 2014 



Strategic Framework for Performance Measurement  

and Management:  

A Study of Select Industries 

 

by 

 

NEETU YADAV 

(2010SMZ8204) 

 

Submitted 

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

to the 

 

 

 

 

Department of Management Studies 

Indian Institute of Technology Delhi 

June 2014 



i 
 

CERTIFICATE 

 

 

This is to certify that the thesis entitled “Strategic Framework for Performance Measurement 

and Management: A Study of Select Sectors” being submitted by Ms. Neetu Yadav 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 her. She has worked under our 

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)       (Dr. Mahim Sagar) 

Research Supervisor      Research Supervisor 

Department of Management Studies    Department of Management Studies 

Indian Institute of Technology Delhi    Indian Institute of Technology Delhi 

Hauz Khas, New Delhi-110016    Hauz Khas, New Delhi-110016 

 

 

 

Date:  



iii 
 

ACKNOWLEDGEMENTS 

 

“We don’t accomplish anything in this world alone” 

This Ph.D. journey is one of the most special parts of my life, which I carried out with the help 

of my supervisors, colleagues, friends and the people around me who became really important. 

Here, I would like to express my deep gratitude and thanks to all of them for their contribution, 

guidance and support. 

 First of all I would like to express my indebtedness, gratitude and thanks to Prof. Sushil, 

my Ph.D. supervisor for showing faith in me to carry out this research work. This four year 

research journey under his guidance has been incredible. I could not imagine completing this 

task without his patient support. He preserved me at times when I thought I couldn’t. Prof. 

Sushil, a perfectionist, dedicated researcher, mentor, noble human being and motivator has not 

only taught me research skills but also behavioral skills to become successful in every facets of 

life. His patient listening, positive attitude, encouragement, systemic thinking, timely and 

valuable suggestions have inspired and influenced me tremendously. I feel fortunate to have him 

as my guru, mentor and research supervisor. 

  I would like to extend my heartfelt thanks and gratitude to Dr. Mahim Sagar, my Ph.D. 

supervisor, who helped me in different phases of this research journey. Several deep discussion, 

probing arguments, criticism, and enthusiasm helped me a lot to bring more rigor and quality in 

my research work. I really appreciate him for his teaching and research abilities and looking 

forward to learn these abilities from him. I am sincerely thankful to all the members of my 

Student Research Committee (SRC), Prof. S.K. Jain, Prof. P.K. Jain and Dr. Shyam Sethi for 

their valuable inputs and comments during different phases of this research journey.  



iv 
 

Special thanks to Dr. P. Vigneswara Illavarasan, Associate Professor at IIT Delhi for 

teaching various research methods, tools and software, and critically analyze my research idea in 

the initial phases, which helped me to bring out some unique perspectives in my research work. I 

am really inspired by his learner capabilities and would like to imbibe those skills. I am thankful 

to Department of Management Studies (DMS), IIT Delhi for giving me this opportunity to carry 

out this research work and University Grants Commission (UGC) for providing me fellowship 

and financial support to survive my livelihood during this research journey. I appreciate the 

cooperation and support extended by other faculty members and staff of DMS, IIT Delhi. 

 My acknowledgement would be incomplete without mentioning the support of Strategy 

and Competitiveness Lab and his members. Amit Srivastava has been a great support during all 

the times for discussing nitty-gritty of literature review, data mining, data analysis, and so on. 

My sincere thanks to Sumant Kumar Biswas and Aarti Singh for sharing all those beautiful 

moments in Strategy Lab. 

I would like to express my sincere appreciation to my fellow Ph.D. colleagues Vinita 

Krishna, Mohita Maggon, Nilesh R. Ware, Vandana Verma and Sadaf Anwar for their mutual 

support, encouragement, discussion, inputs, fun, and enjoyment. This journey would have been 

incomplete without all of them. I express my sincere gratitude to my fellow part-time Ph.D. 

colleagues Dr. Uma Maheshwari, Dr. S.B. Khare (Principal General Manager, BSNL), Sudhir 

Kumar Mittal (Vice-president, Reliance Infotel), Rakesh Kumar Gupta (CEO, ACE1 

Consulting), John Mathai (Additional General Manager (HR), NTPC), Divij Jain (Assistant 

Director (Corporate Strategy), MTS), Vineet Sehgal (Vice-President HR, Colt Technology 

Services), and Anshul Yadav (Zonal Manager, Tatatele Services) for their support in various 

stages of research by putting their practitioners perspectives, conducting focus group discussion 



v 
 

and data collection. I would like to thank some IITD MBA alumni, Vinod Kumar Giri (Director, 

Almondz Infrastructure Consultancy) and Dinesh Parashar (GM, JCB Ltd.) for their extended 

support in data collection. Mrs. Rejani Raghu, office secretary, has always been a nice and 

helping hand throughout this journey. She is really a dear lady with kind and true heart.            

 I would like to extend my heartfelt gratitude to all the respondents of my questionnaire 

survey- senior and middle-level practitioners, and other executives from telecom service 

providers and automobile manufacturing industry, telecom subscribers and automobile customers 

who spared their valuable time to provide inputs to semi-structured interviews and opinion 

surveys. I should not forget to express my sincere gratitude to all those editors and reviewers of 

the international journals who had given their valuable and critical comments to enhance the 

quality of my research work.                  

 I would like to dedicate this thesis to my father Mr. Gyan Prakash Yadav, who has 

always been a great source of inspiration during whole life. Despite being a matriculate, he 

always encourages and supports me for higher studies and setting higher goals in life. He 

invested his time and limited resources for bringing me an educated and independent girl. My 

mother, Saroj Yadav, has always been an emotional support during all those moments of 

disappointments. I am thankful to my sisters for their constant motivation and moral support.  

 Above all, I would like to express my gratitude to God, Almighty and Universe for 

blessing me with a healthy mind, body, and soul; friendly environment, and all the positive 

energy for successfully completing this research work with all dedication and patience. God, 

keep showering your blessings on me.          

Date:   

(Neetu Yadav) 



vii 
 

ABSTRACT 

 

In the changing business environment, with increasing competition, changing customer 

preferences and saturated markets, the existing business models have lost their relevance at 

present. In this view, development of effective enterprise performance management system 

(PMS) is of paramount importance. Here, the relevance of this study comes into picture. 

Exploring the strategic aspects of performance measurement and management (PMM) in the 

context of Indian telecom service providers and Indian automobile manufacturing enterprises is 

the primary objective of the research work. 

 The extensive literature review of the last two decades re-iterates the fact that financial 

performance indicators have still their dominance in PMS but the importance of non-financial 

performance indicators have highly been recognized in numerous studies. After the inception of 

balanced scorecard (BSC), which is one of the highly cited performance management 

frameworks in the literature, in the last one decade enormous developments happened in this 

field. With the introduction of activity-based costing, EFQM excellence awards, performance 

prism, Kanji‟s business scorecard, integrated performance management framework, dynamic 

PMS, proactive BSC, flexible strategy game-card, the performance wheel, etc., the researchers 

have unveiled different aspects of enterprise performance, and emphasized that financial 

performance measures are lagging indicators, which depend on leading indicators as, operational 

and strategic performance measures. Still, the issue to be examined by contemporary researchers 

of PMM is about the effectiveness of PMS. There is very limited mechanism available to 

transform information into value-adding activities for an organization. The analysis carried out in 
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this study brings out this argument clearly that PMM frameworks are not well rooted in strategic 

thinking and thus, fail to provide effective PMS. This study has adopted “flexible strategy game-

card” an evolving performance management framework to further investigate these issues. 

 This has been observed while reviewing the existing PMM studies that there is dearth of 

studies available investigating the PMM issues in the Indian context, which is one of the major 

driving forces of conducting this research work. With the rapid transformations in Indian 

economy, two high performing industries, i.e. telecom service representing service sector; and 

automobile manufacturing representing manufacturing sector have been chosen as the scope of 

this study.  

 This study has been conducted in six phases, which have been designed in eleven 

chapters in the thesis. After exploring the existing literature and context specific issues, the 

research objectives and questions have been delineated in the first phase. As already stated, it 

seeks to develop the strategic framework of PMM by investigating context specific as well as 

general performance indicators for the selected industries. This study adopts mix-method 

approach ranging from numerous qualitative methods to interpretive modelling methods to 

quantitative, case studies and systems methodologies, thus brings a methodological rigor to this 

study. The performance results, growth trends and the industry statistics have been studied and 

then exploratory study for both the industries has been conducted in the second phase of 

research. With the help of semi-structured interviews and focus group discussion, the financial 

and non-financial performance indicators have been identified and their hierarchical relationships 

have been established using total interpretive structural modelling (TISM).  

 These conceptual frameworks have been further taken for empirical validation through 

perceptual study with the help of opinion surveys in the research phase three. Besides this, the 
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organizational study has been conducted with the help of profitability ratio analysis and grouping 

the sample firms of telecom and automobile enterprises as high-performing, moderate 

performing and low performing through k-means cluster analysis. The opinion surveys sought 

the opinion from both enterprise and customer perspectives, and therefore the respondents of 

opinion survey are, senior-and-middle level executives from telecom and automobile companies, 

telecom subscribers, and automobile customers. The empirical analysis reveals the fact that 

„situation‟, „actor‟, and „process‟ strategic factors are leading performance indicators, 

„performance‟ strategic factors are lagging performance indicators, whereas „customer‟s‟ 

strategic factors interact with enterprise strategic factors as enabling performance indicators.      

 In the research phase four, two detailed case studies have been conducted to reinterpret 

the empirical findings in the real life case settings. Going beyond the re-interpretation of 

empirical models for the case enterprises, the case studies explore the relationships between 

strategic interventions and performance strategic factors with the help of illustrating the seven-

step mechanism of flexible strategy game-card process. In the light of raise, maintain and reduce 

the strategic factors, some of the strategic interventions have been recommended for each of the 

case enterprises. 

 There is plethora of studies available highlighting the shortcomings of existing PMS, 

where one of the criticisms highlighted is static nature. For broadening the horizons of study 

from qualitative and quantitative research methods, it has gone to systems methodology to 

analyze the behavior of the system. In phase five, “System dynamics (SD) methodology‟ has 

been applied in both the case contexts to capture the dynamism of the PMS. To capture the 

impact of some of the recommended strategic interventions, the quantitative measures of relevant 

performance indicators have been captured for the case studies and SD models have been 
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developed, which have been simulated to see the likely future results and thus, the likely effect of 

policy parameters have been studied for the PMS. Causal-loop diagrams, stock and flow 

diagrams and charts have been used to capture the system behavior and dynamics. 

In the last phase, i.e. research phase six triangulation methodology for data triangulation, 

method triangulation and theory triangulation have been used to carry out the synthesis of the 

findings and results. As the PMS issues are highly context specific, an attempt is made to present 

generalized strategic performance management framework showcasing some generic 

performance indicators. Some of the research findings are: customer‟s view-point is inevitable in 

designing of effective PMS, where customers‟ strategic factors can be considered as „enabling 

performance indicators‟. The strategic interventions should be planned in the light of existing 

performance indicators, which should give feedback for corrective actions and development of 

new business plans. 

The study has made contributions to the body of knowledge as well as to the 

management, and those have been highlighted in the last phase of study. In nutshell, this study 

can be considered as a cornerstone in the PMM research in the Indian context seeding the roots 

of integrated, dynamic, holistic, effective and strategic performance management framework.        
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