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About the 1st International Conference in Technology Management 

(iNCOTeM 2016) 

 
International Conference in Technology Management (iNCOTeM 2016) aims to provide a platform for 

both local and international researchers and industry Experts in Technology Management, 

Entrepreneurship and General Management, to share knowledge, experiences, perspectives and insights 

in the aspects of sustainable technology management, innovation management and entrepreneurship. 

Therefore, the iNCOTeM Conference in 2016 addresses the need and importance of the following 

elements which will be vital for the economies to stay ahead of competition. 

 Sustainable Management of Technology 

 Best Practice in Innovation Management 

 Entrepreneurship and Tech-Start-Ups 

 Technology related issues in General Management  

Further, it is a well-known factor that emerging economies all over the world are doing extremely well 

in challenging technological frontier and creating wealth through new technological innovations. 

Countries such as Taiwan, China, India, etc are prime examples for such nations. But, Department of 

Management of Technology, University of Moratuwa saw the gap of not having a forum to discuss 

matters related to these nations, hence, decided to conduct this conference with the theme ‘Technology 

Management for Sustainable Development in Emerging Economies’. 
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Message from Professor Ananda Jayawardane 

Vice Chancellor, University of Moratuwa 

 
It is with great pleasure that I convey this message on the occasion of the 

‘Technology Management 2016 (iNCOTeM2016)’ organized by the Department 

of Management of Technology, University of Moratuwa on the theme 

“Technology Management for Sustainable Development in Emerging 

Economies”. It is the first international conference to be held in Sri Lanka in this 

field and Academic and practicing professionals from an array of fields, cultural 

and linguistic horizons are expected to gather together in Colombo on 27th 

December 2016 for this conference. 

Technology is the ultimate battleground that will decide who will win the battle 

of wealth creation. As late president of India, Abdul Kalam stated “Technology 

is the engine capable of driving a nation towards growth and prosperity and giving 

it the necessary competitive edge”.  

Technology Management is considered as the most strategic and the essential 

factor in achieving sustainable competitive advantage for a nation or an 

organization. Technology management combines engineering, science, and 

management disciplines to plan, develop, and implement technological 

capabilities and accomplish strategic objectives of an organization or a nation. 

The future economic and social progress of developing countries such as Sri 

Lanka will highly depend on their ability and readiness to develop, adopt and use 

technology appropriately. 

As we become deeply dependent on technology, we must also understand that 

unless properly managed, the dark side of the technology will create a negative 

impact on our values systems, lives and environment among others. In this 

background, iNCOTeM2016 stands out as a key milestone in the path to 

economic and social development of our country. I hope that the stimulating 

sessions, networking opportunities and intellectual discussions will expand your 

expertise and leadership on technology management and thus will benefit you 

and our country in the long run.  

It is my pleasure and honour to welcome you to this momentous event. I am 

confident that with the help of your contribution and participation, it will be an 

unforgettable and valuable experience.  
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Message from Professor Krishnamurthy Ramanathan 

Keynote Speaker – iNCOTeM 2016, Former Head of the United Nations – ESCAP Asian and 

Pacific Centre for Transfer of Technology (UNESCAP-APCTT) 

The Challenge of Technological Capability Imbalance: Strategic 

Perspectives for Emerging Economies 

Emerging economies must manage their development in the context of a world 

economy that, as pointed in the Global Competitiveness Report (2016)1, is 

evolving against the background of a “new normal” of lower economic growth, 

lower productivity growth, and high unemployment. The Report (ibid) argues that 

although overall prospects remain positive, growth is expected to remain below 

the levels recorded in previous decades in most developed economies and in 

many emerging markets. Popular business literature suggests that growth 

prospects could be adversely affected by economic uncertainty and slowdown in 

wealthy nations, geopolitical tensions, and political and humanitarian conflicts. 

Yet, there is optimism that technological advancement and the diffusion of 

critical technologies such as information and communication technologies can 

generate a wave of innovations that can lead to the development of new business 

models and drive longer-term growth (ibid).  

Studies by the United Nations Economic and Social Commission for Asia and the 

Pacific (UN-ESCAP) point out that the Asia-Pacific region has the potential to 

become the “powerhouse” of global economic growth. Yet, there are several 

multi-dimensional and interrelated challenges that can slow down the march 

towards sustainable prosperity. Addressing these challenges should thus be the 

core of a strategic development vision for the Asia-Pacific, especially the 

emerging economies in the region. These challenges are (Heyzer, 20082; 

Ramanathan, 20093): 

 Promoting inclusive economic and social development by addressing 

‘economic imbalance’; 

 Overcoming social grievances and enhancing the quality of life of the 

less privileged by addressing ‘social imbalance’; 

                                                 
1 Schwab, K (2015), ‘The Global Competitiveness Report,’ Geneva: World Economic Forum. 
2 Heyzer, N (2008), ‘Towards a More Inclusive and Sustainable India – the Role of the Business 

Community,’ Business Roundtable with the Government of India 2008, London (Bangkok: ESCAP): 

Organized by the Economist 
3 Ramanathan, K (2009), ‘What is Progress? Strategic Visions for the Future of the Asian and Pacific 

Countries,’ Conference on ‘Measuring the Progress of Societies: Key issues for the Asia and Pacific 

Region,’ Kyoto: OECD and Kyoto University. 
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 Rectifying ‘ecological imbalance’ to promote holistic and sustainable 

development; Eliminating ‘empathy imbalance’ to foster and ensure 

good governance and people participation; and 

 Reducing ‘technological capacity imbalance’ to promote innovative 

behaviour and fuller participation of national enterprises, especially 

small and medium enterprises, in economic activities. 

Given that the focus of this inaugural International Conference in Technology 

Management (iNCOTeM) is on ‘Technology Management for Sustainable 

Development in Emerging Economies’ the focus of my presentation will be on 

the fifth challenge, namely, ‘reducing technology capacity imbalance.’ While 

there is much to be done in a range of areas for reducing technology capacity 

imbalance, there are four critical areas that are of great relevance to emerging 

economies that I would like to deliberate upon in my presentation. The first is 

‘developing capacity for knowledge management’ since experience suggests that 

organizations that manage their knowledge assets effectively find it relatively 

easy to upgrade their technological capabilities. The second is, ‘developing the 

capacity to green the supply chain’ since it is now accepted that to achieve high-

performing value systems and sustainable competitive advantage (SCA), supply 

chain management (SCM) must necessarily incorporate both energy and 

environmental dimensions. Thirdly, ‘developing the capacity to innovate 

innovation’ becomes imperative in a setting where interest in research and 

development (R&D) collaboration within and across borders has intensified and 

is likely to become the norm. Lastly, ‘developing the capacity to become a vital 

partner in an Industry 4.0 setting’ becomes important as ‘reshoring’ in 

technologically advanced high labour cost nations is returning jobs that had 

previously been exported to low labour cost developing and emerging economies.  

The continued existence and deepening of the technological capacity imbalance 

will make it difficult for many nations to emerge out of technological 

backwardness and create wealth for the betterment of their peoples. It also has 

the potential to create distrust between the technologically advanced nations and 

those less advanced. There are no easy solutions. Yet, the destinies of the ‘haves’ 

are intrinsically linked to the fates of the ‘have littles’ and the “have-nothing-at-

alls.” Innovative approaches thus need to be imagineered and implemented 

collaboratively by governments, the private sector, and indeed the community, in 

emerging nations to correct this technology capability imbalance so that 

sustainable, long-term growth becomes feasible.   
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Message from Professor Niranjan Gunawardena 

Conference Chair, iNCOTeM 2016 

It is my great pleasure to welcome you to the Inaugural International Conference 

in Technology Management - iNCOTeM2016 which is being held on 27th 

December 2016 at Bandaranaike Memorial International Conference Hall 

(BMICH), Colombo, Sri Lanka. I believe that iNCOTeM2016 will be one of the 

biggest milestones in the history of the Department of Management of 

Technology, University of Moratuwa and it has been a real honor and privilege 

to serve as the Conference Chair of the Inaugural Conference. 

Being a comprehensive technical event devoted exclusively to technology 

management and innovation, the Conference provides a platform for both local 

and international researchers and industry Experts in Technology Management, 

Entrepreneurship and General Management, to share knowledge, experiences, 

perspectives and insights in the aspects of sustainable technology management, 

innovation management and entrepreneurship.  

We received around 30 extended abstracts and the editorial board has selected 20 

abstracts to be presented at the conference. Each paper was reviewed by at least 

two independent reviewers. I am grateful to all the reviewers for their dedication 

and hard work in providing insightful reviews in a timely manner.  

We value the time, dedication and support of the Organizing Committee in 

making iNCOTeM2016 a reality. We are also grateful to our keynote speaker 

Dr. Krishnamurthy Ramanathan, for joining hands with us in creating history. 

The spark that creates through his insights and vast expertise in the area of 

management of technology and innovation during his sessions will ensure the 

participants to reach new heights in the context of management of technology and 

innovation. Furthermore, we appreciate the support extended by our sponsors 

towards the success of the conference. 

While acknowledging the contribution and trust of the authors who enhanced the 

value of iNCOTeM2016, I invite you to actively engage in the conference to carry 

forward the spark to light up the industrial motive in reaching the technological 

frontier.  
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Message from Professor Kapila Perera 

Dean, Faculty of Engineering, University of Moratuwa 

On behalf of the Faculty of Engineering, University of Moratuwa, it is my great 

pleasure and privilege to extend my warmest welcome to all the participants of 

the first International Conference in Technology Management (iNCOTeM). We 

are very much pleased and honored to host iNCOTeM2016. During the 

conference, the collaboration of both local and international researchers and 

industry experts in Technology Management, Entrepreneurship and General 

Management is expected to take place on a common platform and hence there 

would be sharing of views, knowledge, experiences, perspectives and insights in 

the aspects of sustainable technology management, innovation management and 

entrepreneurship. These aspects are increasingly important today at a time when 

those factors decide whether the emerging economies have the capacity to stay 

competitive with the nations at the technological frontier.  

The Organizing Committee has invited a renowned keynote speaker, 

Dr. Krishnamurthy Ramanathan, a professional who has done extensive studies 

on managing technology challenges in developing nations while practically being 

involved in managing technology challenges in several Asian countries such as 

India, Sri Lanka, Thailand, etc., to enlighten the audience with his research and 

specialization.  

I wish to take this opportunity to extend my greatest appreciation to the 

conference chairperson Prof. N.D. Gunawardena and the Organizing Committee, 

for their dedication and commitment in organizing this event. I hope the 

participants will derive the best out of the sessions to excel in the context of 

managing technologies that contributes to the sustainable development in 

emerging economies. 

I wish iNCOTeM2016 every success and have a great conference! 
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Message from Dr G. D. Samarasinghe 

Head of the Department, Department of Management of Technology 

Faculty of Engineering, University of Moratuwa 

It is my immense pleasure to warmly welcome you to iNCOTeM2016, the first 

International Conference in Technology Management   (iNCOTeM) being 

organized by the Department of Management of Technology(DMoT), University 

of Sri Lanka. Beyond its present responsibilities, the DMoT has understood that 

it is the social responsibility of the department and the university to promote, 

disseminate and share the knowledge on technology management and allied 

disciplines with various stakeholders in the Asian region as well as Sri Lanka. 

This would be immensely important to advance the technology based competitive 

advantage of emerging economies especially in the Asian region. In order to 

address this timely requirement, the DMoT in collaboration with its MBA 

students’ association has taken initiatives to launch its inaugural International 

Conference, known as ‘ iNCOTeM’, an intellectual platform where industry, 

academia and practitioners would meet together, interact and share their views 

and solutions related to technology management issues, challenges and trends 

specially in emerging economies.  

This event is an important international event attracting students, researchers, 

faculty members, professionals from different parts of the world. The topics 

covered in the conference have been slated in view of our broad based interest in 

technology management and allied disciplines covering sustainable technology 

management, innovation management, techno-entrepreneurship and tech-start-

ups and also general management issues in technology. The invited keynote 

speaker is Prof. (Dr.) Krishnamurthy Ramanathan from the Western Sydney 

University, Australia, a well-known Technology Management guru who will 

inspire the audience by sharing his wealth of knowledge accumulated through 

years dealing with a technology management related practical issues especially in 

the Asian region. 

I would like to take this opportunity to thank the organizing committee lead by 

the conference chair Prof. N.D. Gunawardena, for their leadership and hard work 

in making the conference a success. I am grateful to our keynote speaker Prof. 

(Dr.) Krishnamurthy Ramanathan, for his presence at the conference is a great 

honor and a motive to us. Most importantly, I appreciate the time dedicated by 
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the external reviewers in reviewing the submitted papers and the contribution 

extended by all the authors. 

I wish all of you a remarkable experience at iNCOTeM 2016! 
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A STUDY ON THE ADAPTATION OF REVERSE LOGISTICS 

CONCEPTS IN THE SRI LANKAN AUTOMOTIVE INDUSTRY 
 

SHSP Lanka De Silva1, Asela K. Kulatunga2 
1 Technical Engineering Branch, Helitours Aircraft Maintenance Hangar, Sri Lanka Air Force, Ratmalana 

2 Department of Production Engineering, Faculty of Engineering, University of Peradeniya, Sri Lanka 

Abstract 

Reverse Logistics (RL) is considered as one of the best concepts of sustainable manufacturing, which promotes resource 

recovery in an efficient manner. Many developed countries currently practice this concept efficiently there by save significant 

amounts of virgin material and handle waste generation problems effectively. These concepts have started initially with 3R 

concept and later developed further into 6R concept. Researchers indicate that over eighty percent of an automobile has 

opportunities of being subjected to Reverse Logistic (RL) applications upon reaching their end-of-life status (ELV).  

Automotive Industry is one of the best practices of RL in many parts of the world. In the recent past, vehicle importation has 

increased significantly in Sri Lanka due to tariff variations and increasing the customer’s purchasing power. Due to the influx 

of fuel efficient vehicles there is a trend to abandon old vehicles which are not cost effective to use currently. However, these 

vehicles ultimately allowed being disposed in many of the yards (governmental and institutional) as well as in garages in the 

case of personal vehicles. Though there is some tendency to remove certain metal parts and sell them as scrap material, still 

there is no proper mechanism to resource recovery of these scrap in an effective manner. As such, it is a high time for Sri 

Lanka too, to pay their attention towards treating ELVs under the viewpoints of a corporate Society, and to extract economic 

and environmental benefits. Therefore, this research focused on investigating the possibilities of establishing proper RL 

mechanism to recover resources effectively from used vehicles in Sri Lanka.  This research attempted to carry out above study 

in depth with the assistance of pre-identified barriers and drivers for adaptation of RL particularly into automotive industry; 

followed by an exploratory review of a set of such factors common to any industry. The significance of these factors is tested 

systematically by collecting empirical data from professionals of relevant fields.  The analysis was carried out with the aid of 

Fuzzy Delphi Method (FDM) and Analytic Network Process (ANP) that also consist a qualitative approach to any quantitative 

data analyzed. Thereby, recommendations were derived for most appropriate RL concepts out of 6R, into Sri Lankan context 

while highlighting their economic and ecological benefits.    

 

Key Words: Sustainable Manufacturing, Reverse Logistics, Automotive scrap, Resource recovery, 6R 

 
Introduction  
 

Reverse Logistics (RL) is considered one of the best concepts under sustainable manufacturing which, promotes 

resource recovery to an optimal level. Many developed countries currently practice this concept efficiently by 

saving significant amounts of virgin material; whilst handling waste generation problems effectively 

(Abdulrahman, Gunasekaran, and Subramanian 2014). One of the most famous methods of RL since the early 

stages was 3R (Huang et al. 2012) where experts talked about extending the life of used resources (Recycling, 

Reuse and Reduction). The concept has evolved gradually over the years to 6R (Yan and Feng 2013) and gained 

more meaningful explanations to all the possible product/material recovery processors whilst giving the multiple 

lifecycles.  

Therefore, this research focused on investigating the possibilities of establishing proper RL mechanisms to recover 

resources effectively from used vehicles in Sri Lanka.  This research attempted to carry out the above study in 

depth with the assistance of pre-identified barriers (Bouton et al. 2016) and drivers (Erdogan and Coşkun 2012) 

for adaptation of RL particularly into automotive industry after an exploratory review of a set of such factors 

common to any industry. The significance of these factors were tested systematically by collecting empirical data 

from professionals of relevant fields.  The analysis was carried out on two stages. First, the Fuzzy Delphi Method 

(FDM) (it is a very popular Multi-Criterion-Decision-Making process) (Daley and Helmer 1963), was used to 

short list the set of Barriers and drivers relevant to Sri Lankan context (Selected Barriers and Drivers are given in 

Table 1 & 2). Thereafter these influencing factors were tested in a structured network (Figure 2) )through 

Analytical-Network-Process (ANP) to extract best alternatives out of 6R that could be mostly appropriate in Sri 

Lanka. The ANP is capable of quantifying the qualitative data (Saaty 2007) more precisely to give 

recommendations. 
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Research Methodology 

As explained above, the stated objectives were achieved through a systematic approach. The following figure 

(Figure 1) explains the basic steps. 

 
 

 

 

 

As specified in the introduction, FDM was used to analyze the data on stage 6 of ‘figure 1’ above. The results i.e. 

most applicable set of Barriers and Drivers to Sri Lankan Automotive industry was derived as given in Table 1 & 

2. Thereafter a second questionnaire was developed to analyze the network problem given in figure 2 below. Both 

questionnaires were answered by experts (Industry leaders, Academics, RL experts) in relevant fields. The ANP 

was run through ‘Supper Decision Software’ to carry out the analysis of step 9 to 11 of figure 1 above. 

Table 1: Selected Barriers through Fuzzy Delphi Method 

Category – Technology and infrastructure related issues (T&I) 

3 T&I-3.  Lack  of latest technologies 

5 T&I-5.  Technology and the R&D issues related to product recovery 

6 T&I-6.  Complexity in operation 

Category – Economic related issues (E) 

17 E-5.  Uncertainty related to economic issues 

Category – Knowledge related issues (K) 

19 K-1.  Lack  of knowledge on RL practices 

20 K-2.  Lack  of information on take back channels 

21 K-3.  Lack  of awareness concerning reverse logistics and its benefits 

Category – Policy related issues 

24 P-1. Lack  of specific  laws 

Figure 1:  Steps of the Research Methodology 

(Extracted from available literature and modified (Bouton et al., 2016)) The dark 

framed stages are new additions 
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25 P-2. Lack  of waste management practices 

27 P-4. Lack  of motivation laws 

29 P-6. Difficulties in extended producer responsibility across countries 

Category – Market and competitors related issues (M&C) 

32 M&C-2. Undeveloped recovery marketplaces 

33 M&C-3. Little recognition of competitive advantage 

Category – Management related issues (M) 

34 M-1. Low  importance of reverse logistics (RL) relative to other issues 

35 M-2. Low  involvement of top management and strategic planning 

Table 2: Selected Drivers through Fuzzy Delphi Method 

Category – Economic Reasons (ER) 

1.1 Direct Gains  

1.11 Decreasing the Use of Raw Materials (DURM) 

1.12 Decreasing the Waste Materials (DWM)  

1.13 Obtaining Vehicle Spare Parts (OVSP) 

1.14 Other Financial Opportunities (OFO) 

1.2 Indirect Gains  

1.211 Green Image (GI) 

Category – Legislation (L) 

2 National (NL) 

 

Findings 

As per the findings in the step 6 of figure 1 above (Results are given in table 1 & 2), it is apparent that there are 

more categories of barriers that will hinder the implementation of RL in Sri Lanka. The categories such as 

‘Technology and Infrastructure issues’ and ‘Policy related issues’ take precedence by the number of applicable 

categories. In the case of Drivers, it is visible again that economic reasons are the leading Drivers. 

Upon comparing these drivers and barriers against one-another; with various RL options (elements of 6R as 

alternatives); a priority ranking for all 21 elements were derived. Subsequently, the elements of 6R were evaluated 

against these weighted 21 factors to derive a priority ranking for the alternatives. The results are given Chart 1 & 

table 3 below.  
 

Chart 1: Priority ranking after pair-wise comparison through ANP 

 

Table 3: Alternative Rankings 
Graphic Alternatives Total Ranking 

                                Recover 0.1491 3 

                                Recycle 0.1286 5 

0.017768
0.018403
0.01917
0.019969
0.020262
0.020724

0.025457
0.027546
0.028311
0.030325
0.032862
0.035281
0.038684

0.046948
0.052313

0.066081
0.066105

0.070187
0.079862

0.109448
0.174295

0 0.05 0.1 0.15 0.2

T7I-3

T&I-6

K-1

P-4

P=1

M&C-3

P-6

DURM

M-2

NL

OFO
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                                Redesign 0.1068 6 

                                Reduce 0.1333 4 

                                Remanufacture 0.1875 2 

                                Reuse 0.2947 1 

Conclusion  

Upon deriving the results of Step 9 to 11 of Figure 1 above through ANP, direct recommendations could be made 

to adopt most suitable RL concepts out of 6R to the Sri Lankan Automotive industry. The holistic understanding 

of this study should be that, it is not only a re-use process that will be feasible to Sri Lanka (best adoptable process 

as per ANP results-table 3). The ‘remanufacturing’ process stands at second followed by the ‘Reduce’ process. 

This implies that, although Sri Lanka do not possess advanced technologies to carry out processes such as 

‘Redesign’ and ‘Recycle’, it is still very much effective to look at remanufacturing processes. Investing on such 

technologies and carrying out research on such areas are highly recommended. 

It is understood that recycling the components of automobiles into raw materials will need much higher 

technologies. In addition to that, since Sri Lanka has no much production processes, these extracted raw materials 

might have to be sent out of the country where economic benefits may be questionable.  As the market is 

comparatively smaller, Sri Lanka will find it difficult to provide a consistent supply of such materials to large 

scaled production plants in the industrialized countries that import raw materials from elsewhere. In fact, 

inconsistency of supply, and high cost of recycled raw materials are commonly identified factors that reduces the 

demand for recycled raw materials by large production plants(Mahmoudzadeh, Mansour, and Karimi 2013). 

Possessing economically better and contextually suitable (for example with respect to available labour market) 

technologies, and establishing industries that generate demands for such raw materials within the country will 

evade above problems.   

These factors could have been main reasons for ‘recycling’ processes to stand at the bottom in the ranking order 

(table-3). In fact, it has led the alternative ‘Recovery’ too, to stand at last in the ranking order. The ‘recover’ per 

se, is considered as a single industry which will treat ELVs under three aspects (re-use, remanufacture and recycle) 

during this study. Hence options and better technology transfers (including their benefits and opportunities) for 

‘recycling’ processes in the automotive industry should be studied comprehensively in order to implement 

complete and successful RL in Sri Lanka.  
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Abstract 

Even though there is a separate research area called ‘Employee Value Proposition’ which discusses on what to communicate 

to attract, motivate and retain employees, with the fierce competition for engineering talent, telecommunication organizations 

in Sri Lanka are facing a problem of receiving enough number of applications for available positions in engineering. Thus, the 

requirement of a new direction for recruitment research is visible. Extant literature on employee sourcing says that the job 

market is similar to the goods and services market and proposes that the organizations need to communicate their value 

proposition to potential employees. This is similar to organizations, communicating Company’s Consumer Value Proposition 

to their consumers in order to create Consumer Perceived Value and thereby creating the purchase intention. It is justifiable to 

assume that an identical relationship between the three constructs – Company’s Job Seeker Value Proposition, Job Seeker 

Perceived Value and Behavioral Intention. The purpose of this study is to develop a purified measurement scale to measure 

the new concept – Company’s Job Seeker Value Proposition. The research team followed four steps to develop better measures 

of marketing constructs. First, the construct was characterized with six variables. Then the variables were operationalized and 

the initial questionnaire was formed. Third, the preliminary data collection was done. Research team received thirty seven 

responses from the selected sample of sixty. Fourth, the measurement purification was done. As the output of the study, a thirty 

two item measurement tool to measure Company’s Job Seeker Value Proposition was developed. 

Key Words: Company’s Job Seeker Value Proposition, Recruitment, Measurement Purification, Churchill 

 

Introduction 
 

Employee Value Proposition is a popular concept in the field of Human Resource Management. The purpose of 

employee value proposition is to attract, motivate and retain employees (Lawler, 2005). Thus, employee value 

proposition is relevant for prospective and existing employees. The discussion of this extended abstract is related 

to a problem faced by the telecommunication industry in Sri Lanka with prospective employees. Research team 

contacted a human resource management division of a premiere telecommunication organization in Sri Lanka. 

According to them, prior to 2010 telecommunication organizations had been getting job applications from more 

than 80% of the fresh graduates in telecommunication engineering each year. In August 2015, with the permission 

of a line manager, research team conducted a recruitment campaign for an available position in the engineering 

division of the same organization targeting the final year undergraduates who were supposed to be graduates by 

February 2016. Research team received only twenty four applications. Thus, the recruitment managers and line 

managers of telecommunication organizations in Sri Lanka are having the question that even with a greater 

employee value proposition, why recruitment campaigns have not been able to attract desirably enough number 

of fresh graduates in telecommunication engineering. They wanted to know the factors that drive behavioral 

intention of fresh telecommunication engineering graduates to apply for available job openings with them. 

 

In the quest of finding an answer to the above question, research team came up with a conceptual framework 

(Refer Figure 1) which presents a chain relationship between 3 constructs, namely - Company’s Job Seeker Value 

Proposition (Independent Construct), Job Seeker Perceived Value (Mediating Construct) and Behavioral Intention 

(Dependent Construct). Conceptual framework shows a direct relationship between the independent construct and 

the dependent construct as well. Company’s Job Seeker Value Proposition is a main construct of the conceptual 

framework proposed to discover the factors that drive the behavioral intention of fresh telecommunication 

engineering graduates to apply for available job openings. Purpose of this study is to develop a purified 

measurement scale for the construct Company’s Job Seeker Value Proposition. Research team believes that the 

developed conceptual framework can be used by future researchers to test similar scenarios in other contexts. In 

such situations, it would be extremely helpful if there is a readily available purified measurement scale to measure 

Company’s Job Seeker Value Proposition. Research team employed the initial four steps of the methodology 

proposed by Churchill (1979) to develop a measurement tool, i.e. specify the domain of the construct, generate 

sample of items, collect data and purify measure. 
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Figure 1: The Conceptual Framework Developed to Address the Main Research Problem and the Role of ‘Company’s Job 

Seeker Value Proposition' on the Conceptual Framework 

In the above context, the study can be considered progressive and timely in nature. The rest of the extended 

abstract is organized in to 4 sections: Literature Review, Methodology, Data Analysis, Discussion and Conclusion. 

Literature Review 

‘Company’s Customer Value Proposition’ is a very popular concept in the field of marketing management. 

Customer value proposition is the set of benefits or values it promises to deliver to consumers to satisfy their 

needs (Armstrong, Agnihotri, Haque and Kotler, 2014). Further it answers the question “Why should I buy your 

brand rather than a competitor’s?” (Armstrong et al, 2014). To get an answer to this question customer should 

evaluate the difference between all the benefits and all the costs of a market offering relative to those of competing 

offers (Armstrong et al, 2014). As a result of this evaluation process of benefits and costs of competing offers, 

customer perceived value is created in the mind of the customer for every offering. Since Armstrong and Taylor 

(2014) say that the job market is similar to goods and services market, it is justifiable to think that job seeker 

behavior is similar to consumer behavior. Thus, research team introduces a new concept to the field of Human 

Resource Management i.e. Company’s Job Seeker Value Proposition. In order to achieve the objective of the 

paper, first the research team has to characterize Company’s Job Seeker Value Proposition. For that, research team 

referred extant literature on ‘Job Choice Decision’ and ‘Employer Branding’. By going through extant literature 

on Job Choice Decision and Employer Branding, research team came up with 17 factors that could characterize 

Company’s Job Seeker Value Proposition, i.e. Autonomy at Work, Job Security, Pay, Type of Work, Career 

Development Opportunities, Benefits, Learning and Development (Opportunities), Responsibility at Work, 

Working Conditions, Work - Life Balance, Company Culture, Corporate Social Responsibility Activities, 

Company Reputation, Person - Organization Fit, Co - Worker (Sociable and Competent), Geographical Location 

and Recruitment Activities. 

Total reward is a comparably new concept to the field of human resource management. Armstrong and Brown 

(2010) have defined total reward as all types of rewards, including indirect and direct rewards and intrinsic and 

extrinsic rewards. Armstrong and Brown (2010) have presented a model called ‘The Tower Perrin Model of Total 

Reward’ in their book on strategic rewards. As per the model and other concepts presented by Armstrong and 

Brown (2010), it is possible to consider Autonomy at Work, Job Security, Pay, Type of Work, Career 

Development Opportunities, Benefits, Learning and Development (Opportunities), Responsibility at Work, 

Working Conditions, Work - Life Balance and Company Culture come under the umbrella of total reward. 

Fombrun, Gardberg and Sever (2000) and Chun (2005) had concluded that Corporate Social Responsibility 

Activities can be nested under Company Reputation. Thus, it is possible to conclude that, Company’s Job Seeker 

Value Proposition is characterized by six variables, i.e. Total Reward, Company Reputation, Person – 

Organization Fit, Co-workers (competent and sociable), Geographical Location and Recruitment Activities. 

Methodology 

This section presents the methodology employed by the research team to achieve the objective of the study. First, 

the information related to the measurement scales of each variable, number of indicators/items in each scale and 

source/sources which the adoption was done were presented. Then the research design was presented briefly. 

 

Total Reward Strategy P1

Company Reputation Emotional Value

Person - Organization Fit Social Value

Co-worker (Competent and Sociable) Job Quality

Geographical Location P3

Recruitment Activities 
P4

Voluntariness

Behavioural 

Intention to Apply 

for the Job 

Opening

Job Seeker 

Perceived Value

Company's Job Seeker Value 

Proposition

P2

Gender
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Measurement of the Variables 

Table 1 shows the variables which characterizes Company’s Job Seeker Value Proposition, measurement tools 

adopted to measure variables, number of indicators in each variable and the sources the indicators were adopted. 

Table 1: Variables, Measurement Tools Adopted/Number of Items in each Measurement Tool and the Sources which the 

Items were adopted 

Variable 
Measurement Scales Adopted/Number 

of Items 
Source 

Total Reward Total Reward Scale (10 items scale) Schlechter, Hung and Bussin (2014) 

Company Reputation Reputation Quotient (21 items scale) 
Fombrun, Gardberg and Sever (2000); Chun 

(2005) 

Person - Organization Fit 13 items scale Lovelace and Rosen (1996) 

Co - worker (Sociable and 

Competent) 
7 items scale Smerek and Peterson (2006) 

Geographical Location 4 items scale 

Turban, Campion and Eyring (1995); Rynes 

and Lawler (1983); Turban, Forret & 

Hendrickson (1998) 

Recruitment Activities 4 items scale 

Turban et al (1998); Rynes, Bretz and Gerhart 

(1991); Slaughter, Cable and Turban (2014); 

Turban (2001); Turban and Dougherty (1992) 

Research design 

Sampling Framework 

The population of the study is the current Sri Lankan university undergraduates who are specializing in 

telecommunication engineering major and those who are seeking any kind of employment. Telecommunication 

engineering undergraduates in 3rd year are seeking internships, while undergraduates in 4th year are seeking for 

permanent employment. Thus the unit of analysis and the sample element would be the same, i.e. 3rd year or 4th 

year undergraduate who is specializing in telecommunication engineering and actively seeking employment. In 

Sri Lanka, there is only one university which awards degrees in telecommunication engineering. According to 

Churchill (1979), research team had to do only a preliminary data collection to purify the measurement scale. 

Research team used purposive judgmental sampling and selected sixty undergraduates, i.e. thirty from each batch, 

as the sample. Questionnaire was distributed as a Google Form. 

Instruments and Method of Data Analysis 

As mentioned above, research team used extant literature to develop measurement for the construct. As per the 

process suggested by Churchill (1979) research team carried out a preliminary study to purify measurements. 

During the preliminary study research team distributed the questionnaire to 60 3rd year and 4th year undergraduates. 

Research team got 37 responses (Response rate = 61.67%) for the questionnaire. Then research team did reliability 

analysis for each variable and sub-variable and made sure that all of them have a Cronbach’s Alpha of more than 

0.6 (Henseler, Ringle and Sinkovics, 2009). Then an Exploratory Factor Analysis (EFA) was carried out for each 

variable and sub variable. Research team got rid of the indicators which had communalities of less than 0.4 and 

factor loadings of less than 0.5 (Osborne and Costello, 2009). Third, a reliability analysis for the construct was 

carried out. Fourth, a construct level EFA was carried out. From that also, based on the communalities, factor 

loadings and cross loadings few indicators were omitted. For the analysis purpose the Statistical Package for 

Social Sciences 24 (SPSS 24) was used. An argument which one can raise is that it is not possible to do an EFA 

with a sample size small as 37. Osborne and Costello (2009) had said that nearly 16% of the studies which have 

employed EFA has a variable number to subject ratio of 1:2. In this occasion, research team maintained a ration 

(ratio) of more than that. Further, this is not the data set which is used for the final analysis. This data set was used 

only for the purification of the measurement scale. 

Data Analysis and Results 

According to Churchill (1979), the first step in the purification process is calculating coefficient alpha of each 

variable related to the construct. The internal consistency of all the variables were calculated using coefficient 

alpha (Cronbach’s Alpha in this case) and ascertained the extent to which items making up each dimension shared 

a common core. Research team did not perform the deletion of indicators during this step, because, all the 
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Cronbach’s Alpha value were greater than 0.6, even though deleting certain items would increase the Cronbach’s 

Alpha value. 

The next step is to examine the dimensionality of the reduced item scale for each variable. For the purpose EFA 

was employed. Churchill (1979) had proposed that EFA is sufficient for the entire data purification process. 

During the data analysis process with the data collected from the real survey with purified measures, it is advisable 

to employ Confirmatory Factor Analysis (CFA). EFA was done to each variable mentioned above. The main 

parameters which the research team focused were the Bartlett's sphericity test, KMO index (Kaiser-Mayer-Olkin), 

communality value of each indicator and the factor loading. As proposed by Osborne and Costello (2009), 

communality value of each indicator should be greater than 0.4 and the factor loading for each indicator should 

be greater than 0.5. Principal components analysis was undertaken using Promax rotation when performing the 

EFA. Osborne and Costello (2009) says that principal component analysis is the most popular factor extraction 

method among researchers and promax is an oblique method which theoretically render more accurate and 

reproducible solutions. Using SPSS 24.0 software, research team carried out EFA for each variable individually 

until the factor loadings load in to a single factor and communality and factor loadings adhere to the conditions 

presented by Osborne and Costello (2009). 

Third, Cronbach’s Alpha for the construct was calculated adhering to the direction proposed by Churchill (1979). 

Research team mainly focused on the fact whether the Cronbach’s Alpha value of the construct is greater than 0.6 

and found that the construct meets the condition. 

The fourth step is to perform an EFA for the construct. The idea of performing this action on each construct is to 

get the confirmation that the dimensions which were conceptualized as independent are independent in reality 

(Churchill, 1979). Principal components analysis was undertaken using Promax rotation and specifying the 

extraction of factors to enable a comparison with the factors identified on priori basis. Individual items having 

communality values greater than the cut-off point 0.4 and factor loadings greater than 0.5 were qualified to be 

retained and included in dimensions. The factor-loading matrix (in this case the pattern matrix in SPSS 24.0) 

revealed that some items still had high loadings on more than one factor, i.e. cross factor loadings and those items 

were removed from the factor-loading matrix. 

After the measurement purification process, in Total Reward, from the ten indicator scale, six items were left (a 

competitive pay package, medical aid, retirement and pension benefits, opportunities for learning and career 

development outside of your current job, opportunities for career advancement, challenging targets and flexible 

working arrangements and flexible hours). In Company Reputation six indicators were left (a well-known 

leadership team, clear vision for future, capitalize market opportunities, supports good causes, environmentally 

responsible, maintains high standards in the way the organization treats its employees and the community) out of 

twenty one indicators. Person – Organization Fit had thirteen indicators and six indicators were left (skills, 

attitudes, religion, and definition of career success, dress and personal style). Co – Worker variable had seven 

indicators and none of the indicators were deleted during the measurement purification process (trusting co-

workers, consistent treating with respect, help when needed, work as a team, care for each other, welcoming 

feeling in the 1st day and effective collaboration with other workgroups and departments). Geographical Location 

variable had four indicators and similar to the Co – Worker variable, it also retained all four indicators (office in 

a prestigious location, office in a convenient location to travel, opportunities for social life and convenient to do 

higher-studies). Recruitment Activities variables retained three indicators out of the four (recruitment camps at 

the institutions, recruiter behavior and known for delays in responding). 

Discussion and Conclusion 

This section presents the theoretical and practical contribution of the study, limitations, direction for further 

research, conclusions drawn and recommendations. The first theoretical contribution of the study is that, it 

proposes an empirically purified measurement scale to measure Company’s Job Seeker Value Proposition. The 

second most significant theoretical contribution is the operationalization of the construct Company’s Job Seeker 

Value Proposition. The practical contribution of the study is for the Recruitment Managers and Line Managers, 

because they can understand the most significance factors which the fresh graduates in telecommunication 

engineers are concerned by looking at the purified measurement scale. When developing the measurement tool, 

research team collected data from Sri Lankan undergraduates in telecommunication engineering who are looking 

for job opportunities. Thus, the outcome of this paper would be hard to generalize to other populations. But the 

study would be an ideal kick off for the new concept – Company’s Job Seeker Value Proposition. Purpose of 

introducing this concept is to ignite the thinking of the researchers that more in depth research is required to 

understand the psychology of job seekers at the initial stage of the recruitment process. Any future researcher who 
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is willing to do research on the initial thinking process of a job seeker can adopt the proposed 32 item measurement 

scale. Further, researchers who are willing to test the chain relationship between the Company’s Job Seeker Value 

Proposition, Job Seeker Perceived Value and Behavioral Intention to apply for a job opening could in any context 

could easily adopt the measurement scale. According to the process proposed by Churchill (1979) to develop 

better measures, before the final data analysis, future researchers would have to perform three more steps, i.e. 

collect data from the large sample, assess reliability and assess validity (Convergent Validity and Discriminant 

Validity). Further, with the introduction of the concept - Company’s Job Seeker Value Proposition, Recruitment 

Managers and Line Managers should understand one important thing, i.e. if they are to be successful in the war 

of talent, they need to be good marketers who are very skillful in value creation. 
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Abstract 

Information and Communication Technology (ICT) has become the disruptive change agent in corporate sector. Both 

government and private organizations increasingly relying on ICT to improve productivity and gain competitive advantage. 

Even though the ICT increase their influence in modern business environment more than ever before, ICT usage in 

organizations has become just a marketing tool to display IT savviness to the world.  There are no much evidences in Sri Lanka 

to accept the actual impact of ICT on business compared to its investment cost. Hence, the question of does the ICT actually 

Increase the organization Productivity? Academic literature have contradicting opinion regarding the matter. Some researches 

conclude that ICT in fact increases the organization’s productivity while others do not, giving birth to the theory of IT 

Productivity Paradox. Increasing investments and usage of ICT in Sri Lankan organizations proves the importance of finding 

the answer to the problem, Does ICT usage influence the Organization Productivity? Therefore, this research is focused on 

identifying the level of ICT usage, organization productivity level and whether the ICT usage influences the organization 

productivity in Sri Lankan private sector organizations. For the convenience of studying, scope is limited to Public Quoted 

companies in Sri Lanka which belong in three selected industry types, namely Banking Finance and Insurance, Hotel and 

Travel, Manufacturing. ICT usage is defined with, ICT Functionality usage and ICT Device usage which are identified as 

Independent variables of the conceptual model. Organization productivity is defined as product or service performance and 

business process performance which are the dependent variables for this study. Industry type is considered a control variable 

expecting to neutralize the impact the industry type has on dependent variable. The research is progessing at the stage of data 

collection using an online questionnaire given to the selected sample with simple random sampling. Conclusions are to be 

arrived after analyzing the data collected from the sample. 

Key Words: ICT Usage, Organization productivity, Productivity Paradox, Sri Lankan Private Sector. 

 

Introductıon 

Today more than ever, importance of Information and Communication Technology (ICT) has gone up. It has 

become a real disruptive change agent. Most of the new businesses which become successful globally are backed 

by the ICT, such as Google, EBay, Amazon or even the local ones like Pick Me. Although ICT has successfully 

captured the world, it was not always like that. There was a time when businesses were skeptical about the ICT 

and the benefits it could have on businesses. However Information Technology Investments have increased 

significantly over the years which is visible in (OECD 2016).Even in Sri Lanka ICT is becoming important factor 

according to (Central Bank of Sri Lanka 2014). 

Organizations today invest on ICT expecting many things in return, increase in productivity, as a tool of strategy, 

to create and reach new markets and channels, share and distribute knowledge and information are some uses of 

ICT among many others. Even though the ICT increases its influence in modern business environment more than 

ever before, some may view ICT in organizations has become just a marketing tool to display IT savviness to the 

world. If that is the case, question arises whether ICT actually increases the organization productivity or it 

complies with the ICT productivity paradox. Academic Literature have contradicting opinions towards this. There 

are literature that concludes that productivity does not improve with the investment in ICT (Solow 1987, 

Macdonald, Anderson, and Kimbel 2000), they introduce this as productivity paradox or Solow paradox while 

others rejects the productivity paradox giving alternate explanations to decrease in productivity (Brynjolfsson 

1993).Therefore the objectives of this research are to find out usage level of ICT in Sri Lankan private sector, find 

productivity in Sri Lankan private sector, and to see whether usage of ICT influences the productivity level of Sri 

Lankan private sector organizations. 

Organizations now a day are focussed on eliminating non value adding activities, therefore if the ICT is not 

delivering what it promised it would be a wasted investment. They may have to find reasons as why the 

productivity is not improved. Similarly different industries may be reacting to ICT in different ways. Identifying 

how industries behave will help industries to improve their productivity. Further this study is expected to provide 

answer to the problem of lack of literature and studies done relating to Sri Lankan context of Productivity Paradox. 

http://www.kln.ac.lk/fcms/
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Study is limited to Sri Lankan private sector companies. Scope of ICT is limited to ICT usage of Private Sector 

Organizations. Because of the practical issues like lack of willingness to provide data by Private sector companies, 

scope of the study is also limited to perceived ICT usage and perceived organizations productivity. 

Research problem 

Productivity Paradox 

When literature is studied about the productivity paradox, it was visible that there are differences in opinion among 

researches about it. These different opinions could lead to confusion among decision makers whether ICT actually 

increases organizations’ productivity. Further, it was noticeable the lack of literature relevant to productivity 

paradox in Sri Lankan Context. 

Productivity paradox literature can be divided in to two types according to their conclusions. Literature supporting 

the existence of productivity paradox and literature rejecting the existence of productivity paradox. Productivity 

paradox was first mentioned in early 1980s by researches after seeing the stagnating productivity statistics of 

United States’ firms. It was highlighted by the remarks by Nobel Laureate Robert M. Solow, “You can see the 

computer age everywhere but in the productivity statistics” (Solow 1987). Later many researchers supported this 

with their researches. Among them (Macdonald, Anderson, and Kimbel 2000) identifies five stages of 

development for productivity paradox. Some literature has focussed on productivity paradox on specific 

geographical areas such as European Union (Daveri 2002), Portugal (Guerreiro 2015). (Brown 2015) confirms 

the productivity paradox exist and rejects the alternate explanations given against productivity paradox. 

Literature that is against the existence of productivity paradox is also convincing. (Brynjolfsson 1993) explains 

there is no productivity paradox, but his emphasis there is a shortfall of evidence which cannot be attributed as 

evidence of shortfall. So he put forward 4 alternative explanations for the drop of productivity statistics. Most of 

them are related to measurement issues of productivity. (Triplett 1999) takes this argument further step ahead by 

suggesting 7 explanations for the drop of productivity statistics. Some literature explains the productivity paradox 

disappeared during 1990s (Brynjolfsson and Hitt 1996) though (Acemoglu et al. 2014) conclude it was premature 

to declare the death of productivity paradox. 

ICT and Importance 

ICT has been defined by researchers and academics with different aspects. The role of ICT which plays in current 

business environment and the heavy reliance on it by businesses make it significant for businesses to be aware of 

the pros and cons of ICT. Information Technology involves storing and retrieving knowledge or data and the 

Communication Technology involves the process of sending a message as a negotiation or as an exchange of 

meanings (Herselman and Hay 2003). He explains the functions of ICT. As per the definition of (Association of 

African Universities 2000) ICT include both hardware and software. ICT has evolved over the years by converting 

to Digital from Analog technologies (Herselman and Hay 2003) and important to organizations because it occupies 

a large share from an economy’s Capital and this share seems to increase over the years according to data from 

(OECD 2016).ICT has evolved today playing a strategic role compared to past (Bethapudi 2013). Among the 

reasons identified by literature as the factors why organizations invest in ICT, creating new and large markets to 

organizations (Shanker 2008), sharing and disemination of Information, a key factor in Innovation (Hipp and 

Grupp 2005) and more importantly to improve productivity (Apulu and Latham 2011). 

Literature on Productivity paradox studies, has used various variables representing ICT: Information Technology 

capital (Brynjolfsson and Hitt 1996, Lin and Shao 2006), ICT Investment (Dasgupta, Sarkis, and Talluri 1999). 

Most of the literature has taken Investment or Capital as the variable for their study representing ICT. But the 

lateset literature explains that Inforamtion Technology Usage is the missing link between Information Technology 

and organization productivity (Devaraj and Kohli 2003, Biagi 2013). Information and Communication 

Technology usage has been discribed as combination of ICT device usage and ICT functionality usage by (Hwang, 

Kim, and Lee 2015). 

 

Productivity    

Organization productivity is defined in general terms is the ratio between output and input of a process (OECD 

2001) and it is considered an important measure for performance. But definitions has become complicated to suit 

deifferent scenarios in different studies. (OECD 2001) discribes two main ways of measuring productivity. They 

are single factor productivity (Labour or Capital) and multifactor productivity (Lablor, capital and other interim 

inputs). In acedemic literature relevant to productivity paradox, different variables have been utilized to measure 
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productivity. Some of those include Total sales (Guerreiro 2015), Productivity growth (Kraemer and Dedrick 

1994), GDP and per capita GDP (Hajli, Sims, and Ibragimov 2015), ROA, ROE and hareholder return 

(Brynjolfsson and Hitt 1996), Income per Employee, Total operating expenditure (Francalanci and Galal 1998). 

Product/ Service Performance and Business Process Performance (Hwang, Kim, and Lee 2015).Among those 

studies, Product/Service peformance and Business Process performance as measures to measure the organizations 

productivity by (Hwang, Kim, and Lee 2015) is narrowly defined. More broad explanation can be developed of 

the Business process performance combining with other literature. (Cua, McKone, and Schroeder 2001) explains 

business process performance as a combination of Cost, Quality, delivery and Flexibility. 
 

Methodology and Future Work 
 

Conceptual Model and Hypothesis  

Based on the literature, the study adopts the framework of (Hwang, Kim, and Lee 2015) as the conceptual model 

for the study with minor modifications.  
 

 
Figure 2: Proposed Conceptual model 

Study includes three hypothese based on the conceptual framwork illustrated in Figure 2: Proposed Conceptual 

model and the study (Hwang, Kim, and Lee 2015).   

H1: ICT Device usage influence the Productivity of Sri Lankan private sector organizations. 

H2: ICT Functionality Usage influence the productivity of Sri Lankan private sector organizations. 
 

Data Analysis, Findings and Conclusion 

Study is adopting a quantitative survey approach. Although the study adopts the conceptual model of (Hwang, 

Kim, and Lee 2015) which used binary questions to measure the variables, this study adopts an online questionaire 

with 5 point lickert scale. Data was collected from Private sector employees of Sri Lnakan private sector 

organizations using the online questionaire. Multiple regression method was used in anlysing data to find whether 

the independed and control variables influence the depended variable.Analysis of data explains a R Squared value 

of 0.282 which suggest developed model explains about 28.2% of the sample. Table 1 represents the summary of 

multiple regression results. 
 

Table 1: Summary of Multiple Regression Results 

Variables P-value Standard Coefficient (Beta) Relationship 

ICT Device Usage .816 -0.38 Not Significant  

ICT Functional Usage .002 .560 Significant 

Industry .386 -.119 Not Significant 
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According to the results of multiple regression analysis, H1 is rejected and H2 is accepted. Therefore the results of 

the study explains that the ICT device usage does not influence organizations productivity, only ICT functional 

usage influence the organizations productivity in Sri Lankan Private sector. 

 

Therefore the study concludes, usage of ICT devices alone does not improve the Productivity and the ICT 

appliaction is what matters to improve productivity of the organizations. Most of the organizations does not fully 

utilize the functions of the devices available to them. Thus the devices will not improve productivity without fully 

utilizing the functions available on these devices. Hence inorder to improve organizations productivity, 

organizations should rather focuss on using the ICT functionalities of the ICT devices available to them rather 

than trying to replace ICT devices often with newer verison. Therefore organizations should invest on user 

trainings to educate their employees to utilize the functions of the devices and to develop a perception favorable 

towards taking the maximum usage of the functions available in existing ICT devices, because employees attitudes 

and perception directs the effective functionality usage of the devices. 
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Abstract 

Women have been identified as one of the most powerful weapons in the economic development. In Sri Lanka, the role of 

women in economic and social activities is significant. Numbers of women have engaged with entrepreneurial activities as 

their livelihood. However, the women’s contribution for entrepreneurship is still lacking behind in Sri Lanka comparing with 

many other developing countries in the world. Therefore it is needed to be motivated women towards entrepreneurial 

alignments. Accordingly, this study was designed to identify the start-up motives that affect the successful entrepreneurial 

performance of Small and Medium Scale Women Enterprises. To conduct this study, it was selected Hambanthota District, 

Sri Lanka. Small and Medium scale women entrepreneurs who registered at the Small Enterprise Development Division, 

Hambanthota were considered as the population of this study. Using the convenience sampling technique, 100 Small and 

Medium scale women entrepreneurs were selected for the sample. A five point Likert scaled self-structured questionnaire was 

used to gather primary data and several published data sources such as books, journals used as secondary data. Mean value, 

correlation and regression values calculated to analyze the results. According to the study findings, it was identified several 

push and pull motives that are highly motivated women towards entrepreneurial activities. As well as, it was concluded that 

both pull and push motive factors are positively correlated with entrepreneurial performance and regression analysis 

mentioned that both pull and push factors have significant impact on entrepreneurial performance. Finally, the study shows 

that pull motives have a greater impact on entrepreneurial performance than the push motives. As recommendations, the study 

identified the importance of government intermediation and private sector partnership in order to create the entrepreneurial 

culture within the country; especially promoting women for entrepreneurship. 

Key Words: Pull Motives, Push Motives, Women Entrepreneurs 

Introduction 
 

Entrepreneurship is considered as one of the major weapons for the economic development in any country. Many 

countries of the world have practically applied entrepreneurship into their economic growth and development 

agendas and have observed that it has led to the survival, success and sustainability of their economies. The 

entrepreneurship has been recognized as the “process of creating something different with value by devoting the 

necessary time and effort, assuming the accompanying financial, psychic, social risks and receiving the resulting 

rewards of monetary and personal satisfaction and independence” (Gartner, 2008). Under the entrepreneurship, 

the role of the women entrepreneur is significant. Today, large numbers of women are entering into the business 

field. There is a well-established saying called at “a true success is not in employment but in doing business” 

which has been proved by women entrepreneurs. Women entrepreneur has defined as the “women or a group of 

women who initiate, organize & operate a business enterprise.” Skills, labor & capability in business are the main 

reasons for women to emerge into business ventures. Women’s participation for business activities is relying on 

several factors. Some of factors are inhibiting the successfulness of women enterprises while some are supported. 

At the beginning, the factors affecting on the startup businesses for women is needed to be considered to develop 

the women enterprise culture within country. Therefore, it is important to consider about startup motive factors 

that are affecting on the successful business performances by women entrepreneurs. Accordingly, this study will 

focus on the factors affecting on the business start-up by women as the need of creating women entrepreneurial 

culture within the economy.  

 

Problem Statement  

As per the census and statistics data (2014), female population (52.6%) of Sri Lanka is greater than the male 

population (47.6%). The labor force is consisted with 66.8% male and 33.2% of female participants (Department 

of Census and Statistics, 2014). Although, the female population is higher than the male, their contribution for 

productive economic activities is less. This determines the underutilization of female for economic activities in 

Sri Lanka. Employed women would be a greater solution for the extreme poverty of rural areas. It is need to be 

set-up enough intermediation to direct women with their valuable labor for effective and productive 

entrepreneurial activities. Recently, it can be seen women have taken active roles in the business sector, even in 

Sri Lanka. In Hambanthota District of Sri Lanka, the business startup rate of women is twice than male start-ups 
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(NEDA, 2012). This evidently proves that Sri Lankan women are significantly contributed for economic, political 

and social aspirations of the country as same as male (Hemalatha, 2005). However, still there is some reluctance 

that is diminishing the successful contribution by women into the entrepreneurial alignments. To overcome these 

drawbacks, it is needed to identify motivational factors that can be inspired women towards entrepreneurship. 

Over the past few decades, there are numerous researchers have examined the motivations and reasons of men to 

initiate ventures. However, there are few studies involving women entrepreneurs such as factors that make women 

promote for the corporate world to become entrepreneurs (Nguyen, 2005). Therefore, this study further accepts to 

understand the motivational factors that are affecting on female entrepreneurship in Sri Lankan context. 

 

Objective of the Study 

This study was designed to identify the startup motive factors that are highly influenced towards successfulness 

of Small and Medium scale women enterprises. 
 

Literature Review 
 

Entrepreneurship 

The concept of entrepreneurship is rapidly gaining ground both in the academic and professional environments in 

many countries of the world as a way out of poverty through sustainable growth and development of global 

economies. Entrepreneurship is a concept in business environment that assures the psychological and financial 

risks of creating new ventures (Murphy et al, 1996). “Entrepreneurship is the dynamic process of creating 

incremental wealth. This wealth is created by individuals who assume the major risks in terms of equity, time 

and/or career commitments of providing values for some product or service. The product or service may/may not 

be new or unique but value must be infused by the entrepreneur by securing and allocating the necessary skills 

and resources”. Furthermore, Timmons (1999) defined it in such a way that: “Entrepreneurship is the process of 

creating and building something of value from practically nothing.  

 

Women Entrepreneurship   

Women’s productive activities, particularly in industry, empower them economically and enable them to 

contribute more to overall development. According to the United Nations Industrial Development Organization, 

“Whether they are involved in small or medium scale production activities, or in the informal or formal sectors, 

women’s entrepreneurial activities are not only a means for economic survival but also have positive social 

repercussions for the women themselves and their social environment” (UNIDO, 2001). 

In many societies women do not enjoy the same opportunities as men. In many transitional economies, progress 

has been achieved in opening doors to education and health protection for women but political and economic 

opportunities for female entrepreneurs have remained limited. Concerted efforts are needed to enable female 

entrepreneurs to make better economic choices and to transform their businesses into competitive enterprises, 

generating income and employment through improved production (OECD, 1997). 

Women Entrepreneurs in SMEs are important to almost all economies in the world, but especially to those in 

developing countries and, within that broad category, especially to those with major employment and income 

distribution challenges. 

In an increasingly international marketplace, many companies are finding that prosperity is best achieved from 

specialization, as opposed to diversification. While the majority of the world’s largest companies continue to 

provide multiple services to numerous markets, they now purchase many components and goods from smaller 

companies that serve one particular niche. As the global marketplace continues to develop, women entrepreneurs 

in SMEs provide an effective tool for economic growth through participation in global supply chains (World 

Bank, 2005).  

 

Women Entrepreneurs in Sri Lanka 

 Today, women entrepreneurship is a popular concept in the world. According to the Buttner and Moore, (1997) 

female entrepreneurship is the process where women organize all the factors of production, undertake risks and 

provide employment to others. Female entrepreneur is a person, who initiated the business being the owner of at 

least 50% of the business and playing a major managerial role in the business. Chamber of Commerce in Sri Lanka 

has defined small scale enterprises based on the capital employed as less than 2Mn. 
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When we consider about the world situation women entrepreneurs are rapidly growing than the men entrepreneurs. 

They give priority for women entrepreneurs. Therefore women are encouraged to start businesses. In Sri Lankan 

context majority of the population is female. Publication of the Institute of Policy Studies of Sri Lanka (IPSSL) 

and Oxfam International Sri Lanka, according to the latest available data for Sri Lanka indicates that out of the 

total “Economically inactive population” of the country, 69 per cent is females and out of the total “Economically 

active population” females account for only 34 per cent. 

Furthermore they discovered following results. The contribution of women enterprises to employment and gross 

domestic product (GDP) of a country is significant. In countries with high levels of income, the women enterprises 

contribute to 55 per cent of GDP and 65 per cent of total employment and the contribution of the women 

enterprises in low income countries is even larger. However, middle income countries enjoy the largest benefits 

from women enterprises contributing to 70 per cent of GDP and 95 per cent of total employment in these countries. 

In Sri Lanka women enterprises contribute to 50 per cent of GDP (Central Bank Sri Lanka, 2014). 

 

Startup Motive Factors on Women Enterprises 

 

Startup motives can be defined as internal and external factors that effect to start a business (Solymossy, 1997). 

There are numerous researchers over the past few decades that have examined the motivations and reasons of men 

to initiate ventures. However, there are few studies involving women entrepreneurs such as factors that make 

women leave the corporate world to become entrepreneurs (Nguyen, 2005). According to Nguyen (2005) most 

women starts their own business to provide additional flexibility and life balance in managing their traditional 

responsibilities as wife and primary caretaker of children. Through continuous struggles and battles, there have 

been many stories of the success of most women entrepreneurs who make it big in the business world. 

According to Paige and Littrell (2002) success is defined by intrinsic criteria include freedom and independence, 

controlling a person’s own future, and being one’s own boss; whilst extrinsic outcomes are, among others, 

increased financial returns, personal income, and wealth. On the other hand, research by Masuo et al. (2001) found 

that business success is commonly defined in terms of economic or financial measures which include return on 

assets, sales, profits, employees and survival rates; and non-pecuniary measures, such as customer satisfaction, 

personal development and personal achievement. Similarly, Buttner and Moore (1997) stated that business 

performance is usually measured from the economic perspectives of growth in sales or employees; and/or by the 

increase in profits. As most people generally equate money and profits as the best way to measure individual and 

business success, many might not view a majority of women-owned businesses as successful due to it being 

smaller in size and slower in growth. As a result, some women define business success from an economic 

viewpoint. A handful of women entrepreneurs measure success as and when they can see that they are an 

economically valuable resource. This is to say that once they feel they are generating an income and contributing 

to the family, that and only then do they feel that they have attained some measure of success.  

In term of the factors contributing to success of women enterprises in SMEs are varied. According to Yusuf (1995) 

the most critical factors contributing to business success consist of good management skills, access to financing, 

personal qualities, and satisfactory government support. Family’s emotional or instrumental supports are one of 

the crucial success factors for women entrepreneurs. Lee and Choo (2001) studied work-family conflict in 

Singapore found that family members and others support can reduce the conflict of women entrepreneurs. 

Furthermore, owning business by female without interfering by family would have greater success in their 

business. Moreover, the women careers depend on the decision of their spouses rather than the other way around. 

The concepts of women entrepreneurship are analogous to the discussion of ‘pull’ and ‘push’ motives behind the 

decision to start a business (Granger et al., 1995; Hughes, 2003; Mallon, 1998; Moore & Mueller, 2002). The 

former refer to positive factors that ‘pull’ people into business ownership, such as independence, increased 

earnings and opportunities to carry out their own ideas, need for autonomy, need for achievement, need for 

affiliation, need for self-esteem, the desire for wealth, the desire for social status, need for personal development, 

challenge seeking nature, identification of opportunity best use of expertise, need for creative expansion. ‘Push’ 

factors, on the other hand, comprise negative impulses such as redundancy, a lack of alternative career 

opportunities, need to attain a reasonable living, unemployment or family hardship or pressure, blocked 

promotion, need for flexible work schedule, under paid salaried job, discrimination in the labor market economy 

and dissatisfaction with the current job. Thus, necessity entrepreneurship can be viewed as a result of strong ‘push’ 

factors.  
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Several scholars consider necessity women entrepreneurs in developed countries as victims of current corporate 

and public sector downsizing (Filion, 2004; Galbraith & Latham, 1996), and this view is also parallel to the current 

political discourse in Finland. The employer’s motive for outsourcing employee functions to self-employed 

subcontractors is to find more flexibility by avoiding the costs, obligations and responsibilities related to 

employment relationships. These depend on the regulatory framework of the country in question of course, but in 

many Western European countries including Finland they tend to be considerable. In such outsourcing situations 

the employee is often effectively ‘pushed’ into becoming a self-employed subcontractor.  

The main ‘push’ factor in this context is (the threat of) unemployment. Previous empirical studies report that most 

necessity entrepreneurs have been unemployed prior to start-up (Anderson & Wadensjo, 2006; Block & Wagner, 

2006; Hinz & Jungbauer-Gans, 1999). Then again Granger et al. (1995) point out that ‘push’ factors underlying 

necessity based transitions into self-employment are too often narrowly defined to include only unemployment-

related causes, even though other factors such as hard working conditions, work stress and uncertainty may also 

play a role in this context. Internal motivation is another important factor that can contribute to success in business. 

The role of extended family in providing capital for new firms and facilitating the apprentice training of its 

members is significant to the success of prospective entrepreneurs (Nafziger, 1969). 

Entrepreneurial Performance of Women Enterprises 

According to Murphy et al., (1996), business performance of women entrepreneurs can be measured in both 

qualitative and quantitative measures. Financial and non-financial performance measures are the most common 

measures can be applied to measure the performances of an entrepreneurial venture. Financial performance based 

on quantitative performance of the firm such as survival of firms, growth in employees, profitability, growth in 

investment and value of capital asset and behavioral performance includes emphasis on the indicators of the 

operational performance like the high owner manger performance, customer satisfaction, Employee’s satisfaction 

and loyalty (Srinivasan Woo and cooper, 1994). Further, Lerner, Brush, & Hisrich (1997) have revealed that 

survival, growth in employees, and profitability are the most frequently used measures for entrepreneurial 

performances. Brush and Vanderwerf (1992) observed that most of researchers used annual sales, number of 

employees, return on sales, growth in sales, and growth in employee numbers to measure the women 

entrepreneurial performances.  Moreover, Murphy et al (1996), show that 60 per cent of the studies use only one 

or two dimensions of performance, generally without justification for selection. In this study, entrepreneurial 

performance was measured using both financial and non-financial criteria. As financial criteria, income, profit, 

savings, assets and (Hall and Fulshaw, 1993) were considered and reduce poverty, reduce family conflicts, 

increase education level of the children, increase health level of the family, and increase nutrition level of the 

family were used as non-financial criteria to measure performance of women owned enterprises (Moore and 

Buttner, 1997). 

Research Methodology 

Small and medium scale women entrepreneurs in Hambanthota district, Sri Lanka were considered as the 

population of this study. Here the researcher considered the registered women entrepreneurs list at the Small 

Enterprise Development Division, Hambanthota. Out of the registered list, it was selected number of 100 small 

and medium scale women entrepreneurs for the sample. Due to the time limitation the convenient sampling 

technique was used to select respondents to the sample. The primary data collected through personnel (personal) 

interviews, and self-administered questionnaires. The questionnaire was consisted with close ended five point 

likert scale (1= strongly agree, 2= agree, 3= neutral, 4= disagree, 5= strongly disagree) questions. Secondary data 

collected through books, journals, magazines, newspapers etc. Mean value, correlation and regression statistical 

methods were used to analyze data. 

The conceptual framework consisted with start-up motive factors (Independent variable) and performances of 

women enterprises (Dependent variable). Start-up motive factors identify as two main categories; push motives 

and pull motives. Performance of women enterprises is measured by financial and non-financial performance of 

their enterprises. 

 

 

 



19 

 

 

      

 

 

  

 

  

 

 

 

 

 

Figure 1: Conceptual Framework (Source: Literature Review, 2016) 

According to the conceptual framework, following hypothesis was developed; 

H1: There is a significance relationship between the pull factors and the performance of women enterprises. 

H2: There is a significance relationship between the push factors and the performance of women enterprises. 

Data Analysis and Discussion 

Push Motives on Entrepreneurial Start-Ups 

According to the table 1, discrimination the women in the labor market economy were recorded the highest mean 

value (3.31). Needed to be flexible and family hardship pressure recorded mean values as 3.31 and 3.02 

respectively. As well as education problems (Mean=2.97), dissatisfaction with the salaried job (Mean=2.72), and 

underpaid salaried jobs (Mean=2.70), are also recorded as causes to startup businesses by women. Small 

investment needed, no other alternatives for income earnings and reasonable living also recorded the 

comparatively higher mean value as 2.03, 1.99, 1.76 and the 1.66 are respectively. 

Table 1: Push Motives on Entrepreneurial Start-Ups (Source: Survey data, 2016) 

Indicators Mean Std. Deviation 

Reasonable living 1.66 .819 

Family pressure 3.02 1.110 

Dissatisfaction of salary 2.72 1.016 

Blocked promotion 3.06 1.081 

Need to flexible 1.76 .842 

Under paid salary 2.70 .937 

Discrimination of labor economy 3.31 1.125 

Education problem 2.97 .904 

No other alternative income 1.99 .798 

Small investment is required 2.03 1.039 

 

Pull Motives on Entrepreneurial Start-Ups 
 

Table 2: Pull Motives on Entrepreneurial Start-Ups (Source: Survey data, 2016) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Indicators Mean Std. Deviation 

Need autonomy 1.71 .743 

Need achievement 1.72 .792 

Need independence 1.85 .857 

Be own boss 2.11 .942 

Need self esteem 2.32 2.326 

Desire for wealth 2.03 .858 

Desire for social status 2.05 1.067 

Personal development 1.97 .926 

Challenge seeking 2.59 1.016 

Identify opportunity 2.65 4.098 

Best use of expertise 2.37 3.142 

Need for creative expansion 1.67 .711 

         Independent variable    Dependent Variable 

Startup motive factors 

Push Factors 

Pull Factors 

 

Performance of 

women enterprises 

 Financial 

performance 

 Non-financial 

performance 
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According to the table 2, identification of opportunity (Mean=2.65, SD=4.098) challenge seeking nature 

(Mean=2.59, SD=1.016), best use of expertise (Mean=2.37, SD=3.142), need for self-esteem (Mean=2.32, 

SD=2.326), and desire to be own boss (Mean=2.11, SD=0.942) recorded highest mean values. As well as desire 

for wealth, need for personal development, need for independence, need for achievement, need for autonomy and 

need for creative expansion were recorded mean value as2.03, 1.97, 1.85, 1.72, 1.71 and 1.67 are respectively.  

 

Relationship between Start-Up Motives and Entrepreneurial Performances 

According to the results, the coefficient of correlation was recorded as 0.604 between entrepreneurial performance 

and push motives at the 99% significance level (r = 0.604, p = 0.000). This (data) clearly emphasizes that there is 

a strong positive relationship between entrepreneurial performances and push motives. 

As well as the coefficient value of correlation recorded as 0.806 for entrepreneurial performance and pull motives 

(r = 0.806, p = 0.000) when the significance level is 99%. The Table 3 indicates that there is a strong positive 

relationship between entrepreneurial performance and pull motives.  

Table 3: Relationship between Start-Up Motives and Entrepreneurial Performances (Source: Survey data, 2016) 

** Correlation is significant at the 0.01 level (1-tailed) 

Criteria Push motives Pull motives 

Entrepreneurial performance 

(Correlations) 
0.604** 0.806** 

Sig. 0.000 0.000 

N 100 100 

 

According to the table 5, the B value for push motives recorded as 0.187 and the t-value of it recorded as 1.566. 

The corresponding p-value is 0.049 (P<0.05) at significance level of 1%. It mentions that entrepreneurial 

performance of women entrepreneurs’ increases by 0.187 when the push motives increase by one factor. As well 

as the B value for pull motive recorded as 0.238 (P<0.05). The t- value for pull motives is 2.196 and p- value is 

0.000 under the 99% significance level. It indicates that entrepreneurial performance increased by 0.238 when the 

pull motives increases by one factor. According to the table 4, entrepreneurial performance is highly predicted by 

the pull motives than the push motives of women entrepreneurs.  

According to the table 4, 97% of variation in independent variable explained the total variability of the dependent 

variable. 

Table 4: Model Summery 

R R square 
Adjusted R 

square 
Std. Error of the Estimate 

0.985a 0.970 0.969 0.20957 

Predictors: (Constant), Startup motives, Success factors 

Source: Survey data, 2016 

 

 

 

 

 

 

 

 

Dependent Variable: Entrepreneurial performance 

Source: Survey data, 2016 

 

Discussion 
 

Based on the research findings, it can be concluded that both push motives and pull motives are positively 

correlated with the entrepreneurial performance. As well as there is a significant impact from both push and pull 

motives towards the entrepreneurial performance. Further, the entrepreneurial performance is highly predicted by 

pull motives than push motives. Based on these finding H1 and H2 are accepted.  

H1: There is a significance relationship between the pull factors and the performance of women enterprises 

H2: There is a significance relationship between the push factors and the performance of women enterprises 

Table 5: Coefficients 

Criteria 

Un. Std. 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

Constant -1.431 0.234  10.403 0.000 

Push 0.187 0.278 0.282 1.566 0.049 

Pull 0.238 0.122 0.568 2.196 0.000 
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Entrepreneurial Performance = -1.431 + 0.187 Push motives + 0.238 Pull motives+ Ei 

 

 

Conclusion and Recommendations 

 

According to the study results, discrimination of women from labor economy, blocked promotions for women, 

family pressure, education problems, dissatisfaction of salary and underpaid salaried job were recognized as most 

influencing pull motives to become as a women entrepreneur.  Further, the study reveals that identification of new 

opportunities, seeking challenges, best use of expertise, need for self-esteem, be own boss, desire for social status 

and desire for wealth are push motive factors that are motivating women into entrepreneurship. 

Based on the result driven from the study, some recommendations were developed. Accordingly, the government 

should create a platform to ensure the delivery of proper and result oriented entrepreneurial training and education 

programs for women entrepreneurs in order to enhance their entrepreneurial skills and abilities. The government 

regulatory framework and economic policies should be updated and directed in order to promote entrepreneurship 

and entrepreneurial culture within country. Ensuring the accessibility to finance for women will become a greater 

advantage for the economic development in regional areas. Therefore, financial institutions including micro 

finance institutions are needed to be concern while preparing their policies and plans to create financially friendly 

climate for entrepreneurs. 
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Abstract 
 

In the modern era, the technological advances have revolutionized the way firms perform their activities in various industrial 

sectors and this trend can more clearly be seen in the banking sector. The internet banking is one of the major offshoots of 

these technological advances. The firms that are engaged in the banking sector invest in the internet banking infrastructure 

facilities as a means to gain a competitive advantage over their rival firms, through the product differentiation strategy.  This 

research study was conducted to identify the factors that affect for the personal customer (individual client)’s adoption of 

internet banking in Sri Lanka. This research has proposed a model by incorporating the Technology Acceptance Model (TAM) 

developed by Davis in 1989 and another three factors that are likely to influence the adoption of internet banking by personal 

customers in Sri Lanka. In order to collect the data, a sample of 400 personal bank customers was selected by using the random 

sampling technique and the questionnaire survey method was used as the research tool. Moreover, Multivariate quantitative 

technique was used to analyze the collected data. The research findings revealed that the awareness, perceived ease of use, 

perceived usefulness, perceived risk and tradition barrier are the significant factors that determine the adoption of internet 

banking in Sri Lanka. They influence not only the adoption, but also the continued use of internet banking by the customers. 

These findings further imply that the lack of knowledge about internet banking services, complexity of user interfaces & 

language issues and the risk factors or security issues that are pertaining to the information systems are some of the factors 

that inhibit the adoption of internet banking and they act as the barriers in the Sri Lankan context as well. When the practical 

implications are considered, the key findings offered by the research study are immensely useful for the banks’ top 

management for making policy decisions and especially for formulating appropriate marketing strategies in relation to the 

Internet Banking. 

 

Key Words: Banking sector, Internet Banking, Customer, Technology Acceptance Model (TAM) 
 

Introduction 
 

With the rapid development of internet and its related technologies, the concept called “Internet Banking” has 

emerged and become popular in the banking industry all over the world. Due to the extensive competitive pressure 

in the business world, the banks started using the internet banking as a method to gain a competitive advantage 

over its rival firms. The organizations that are first to introduce appropriate innovative changes in the market mix 

would become the real winners in the game of competition. At the very beginning of internet banking, the banks 

used it as a channel to distribute their information (Mahat, 2004). But, later, it was improved to be used as a 

medium of performing traditional banking transactions in a novel way (electronically) without physically 

accessing the bank. 

In Sri Lankan context, e-banking (internet banking) was first introduced by the Sampath Bank in 1988 and this 

became a turning point in the banking industry in Sri Lanka (Sampath Bank, 1988). With the passage of time, 

other competing firms in the banking sector also started using this method and by today, almost all the banks 

operating in Sri Lanka have introduced this facility to their customers. 

 

Although the internet banking facilities have been made available for the customers by the banks, the actual usage 

of this facility among the customers varies due to several reasons. By the year 2011, the internet banking usage in 

Sri Lanka was generally less than 1% of the banking customers and this was a very lower percentage when 

comparing with that of developed countries in the world (Suraweera, 2011). The Central Bank of Sri Lanka further 

substantiates this situation (Central Bank of Sri Lanka, 2011). This research study will discover the reasons leading 

to such a situation with reference to the literature and empirical findings. 

 

Scope 

This study attempts to find the factors that determine the adoption of internet banking and the target respondents 

of the study are the existing and potential customers in the western province of Sri Lanka. 
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Objectives 

 

The main objective of this study is to clarify which factors are more influential in affecting the decision to adopt 

of internet banking in Sri Lanka. This will lead to recognize the barriers that adversely impact the internet banking 

usage among the people in Sri Lanka. Apart from that, this entire study will assess whether the integration of 

Technology Acceptance Model (TAM) with several other factors provide a sound theoretical foundation for 

evaluating the adoption of internet banking. 

 

Research Problem 

 

The main research problem of this study can be mentioned as follows. 

What are the factors which foster and hinder the adoption of Internet banking in Sri Lanka? 

The aforementioned objectives have been identified based this research question. With the empirical findings that 

are going to be uncovered through this study, this research problem needs to be answered. 
 

Literature Review 
 

The terminologies “internet banking” and “adoption” have been defined by various authors in different ways, but 

there is a consensus among them in relation to their meanings. The review of past literature revealed that the 

tendency to adopt internet banking depends on various factors and several most frequently cited such factors have 

been discussed below. 

 

TAM introduced by Davis in 1989 has identified the two key beliefs called “perceived ease of use” (PEOU) and 

“perceived usefulness” (PU) as the factors that are mainly relevant for the intention to use a system. PEOU is 

defined as the degree to which a potential user thinks that using a particular system would be free of effort and 

PU, as the degree to which a potential user thinks that using a particular system would increase his/her job 

performance. 

 

The lack of awareness of internet banking services is a key factor that keeps customers away from using the 

internet banking (Gerrard et al., 2006). The risk is another important factor in using the internet banking and in 

this case, the term risk includes the security and reliability of transactions and the privacy of the customers who 

are using the internet banking. According to the previous research studies reviewed (Laukkanen et al., 2008), there 

is a direct relationship between the risk factor and the adoption of internet banking.  

 

Tradition barrier means the adverse changes that the new technology may result in the day to day activities of the 

customer. The previous literature (Ram and Sheth, 1989) has identified that traditional barrier acts as a main 

inhibitor to the adoption of internet banking. 

 

Based on the existing literature reviewed above, the following conceptual framework was developed taking 

awareness, perceived ease of use, perceived usefulness, perceived risk and traditional barrier as independent 

variables and the adoption of internet banking as dependent variable. 
 

 

 

 

 

 

 

 

 

 

 

 
Figure 1: Conceptual Framework 

Source: Authors 

*These are the variables that have been identified in the TAM. 

INDEPENDENT 

VARIABLES 

DEPENDENT VARIABLE 

Awareness 

Perceived Ease of Use* 

Perceived Usefulness* 

Perceived Risk 

Tradition barrier 

Adoption of Internet 

Banking 
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The following hypotheses were formulated based on the above conceptual framework. 

 

H1: There is a significant positive relationship between Awareness and Adoption of Internet Banking. 

H2: There is a significant positive relationship between Perceived Ease of Use and Adoption of Internet  

       Banking.                                                                    

H3: There is a significant positive relationship between Perceived Usefulness and Adoption of Internet  

       Banking. 

H4: There is a significant negative relationship between Perceived Risk and Adoption of Internet Banking 

H5: There is a significant negative relationship between Tradition barrier and Adoption of Internet Banking. 

 
Methodology 
 

The quantitative research technique has been adopted in this study and the abductive method has been used as the 

research approach. For the purpose of collecting data, both primary and secondary data sources were used. The 

primary data were collected through the survey method by using a close ended questionnaire and secondary data 

were gathered from books, articles, journals etc. 

 

Population and Sample 

 

Since our target population is Sri Lankan customers, we selected sample size accordingly. According to Krejcie 

and Morgon (1970), the sample size in this case should be 384 with 5% margin of error. A total of 400 customers 

were selected for this study by using the random sampling technique and out of that, 392 customers had replied 

successfully. This amounts to a highly satisfactory response rate. Multivariate quantitative technique has been 

used to analyze the collected data. The data analysis was done by using the SPSS Statistics 17.0 and MS Excel 

2007 versions. 

 
Findings and Argument 
 

Cronbach’s alpha coefficient was computed to test the reliability by using the respondents’ data. It is generally 

required to have a minimum of 0.7 alpha value for the variables of a research study to accept its reliability 

(Nunnally, 1978). Since the entire computed alpha values were more than 0.7, the data analysis was continued 

with a sufficient reliability. Based on the collected data, descriptive statistics and inferential statistics were 

computed and their key findings have been discussed in the following sections. 

 

Descriptive Statistics 

Table 1 illustrates the descriptive statistics with respect to the collected data. 

Table 1: Descriptive Statistics (Source: Authors) 

Variables N Mean Variance Standard Deviation 

Awareness 392 3.34 1.564 1.251 

Perceived Ease of Use 392 3.30 2.000 1.414 

Perceived Usefulness 392 3.49 2.404 1.550 

Perceived Risk 392 3.96 1.259 1.122 

Tradition barrier 392 3.86 1.637 1.279 

 

The above table clearly shows the behavior of the variables in terms of mean, variance and standard deviation. 
 

Test of Hypotheses 

Five (5) hypotheses formulated at the beginning of the research were tested by applying Spearman’s rank 

correlation test to measure the relationship, because gathered data were in form of ordinal scale (5 point Likert 

scale).All the hypotheses were tested subject to 5% significance level. 

 

Table 2 shows the results of Spearman’s rank correlation test. 
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Table 2: Correlation Results (Source: Author) 

Variables p-value Rho Relationship 

Awareness 0.000 0.623 Significant strong positive 

Perceived Ease of Use 0.000 0.781 Significant strong positive 

Perceived Usefulness 0.000 0.641 Significant strong positive 

Perceived Risk 0.000 -0.770 Significant strong negative 

Tradition barrier 0.007 -0.357 Significant moderate negative 

 

According to the results shown in the table 2, all the five hypotheses were accepted, because their p-values were 

lesser than 5% significance level. 

 

Conclusions 
 

Principles Derived from the Results 

Before drawing the general conclusions of this study, it’s important to revisit the research problem which was 

formulated at the commencement of the research study. Hence, an overall conclusion could be made thus in 

relation to the possible factors identified and the adoption of internet banking. The factors called awareness, 

perceived ease of use and perceived usefulness have a significant strong positive relationship with the adoption 

of internet banking services and the factors such as perceived risk and tradition barrier have a significant strong 

negative and significant moderate negative relationship with the adoption of internet banking services 

respectively. 

  

These further imply that the lack of knowledge about internet banking services, complexity of user interfaces & 

language issues and the risk factors or security issues that are pertaining to the information systems are some of 

the factors that hinder the adoption of internet banking and they act as the barriers in the Sri Lankan context as 

well. 

 

Theoretical and Practical Implications of the Study 

This research contributed towards both theoretical and practical implications. The theoretical implication stems 

from the fact that the comprehensive conceptual framework model that was introduced in Figure 1 has been 

adapted after the empirical findings. Practical implications stems from the fact that the empirical findings of this 

study will be useful for the banks to create new customers and sustain the existing customer base. For an example, 

according to the results of this research, level of customer awareness, ease of use, usefulness and risk inevitably 

have a significant impact on the actual adoption of internet banking. Hence, the banks could take those factors 

into consideration, when their internet banking systems are designed and implemented.  Especially, the top 

management of the banks could make policy decisions and formulate sound marketing strategies relating to the 

internet banking. 

 

Recommendations for Future Research 

This study focused only on several most important factors which are most frequently cited by different authors in 

their researches. But there are some other factors which may affect the adoption of internet banking such as 

perceived compatibility, perceived observability and desire for human interactions and those factors could be 

considered by future researchers in their future research studies. Moreover, this research study was conducted 

only in the western province (Colombo, Kaluthara and Gampaha districts) of Sri Lanka and hence, the 

geographical coverage of future researches could be expanded to encompass other provinces too. This research 

study can be extended to evaluate the behavior of corporate level customers as well. 
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Abstract 
 

In this rapidly moving world, with wide spread increase in the information technology, organizations have found the 

importance of possessing virtual teams, because this approach contributes for providing cost effective means to meet the 

business goals with a rapid knowledge transfer. Virtual team projects are becoming more and more popular in the software 

industry. Nowadays, the trend is to carryout software development work by remaining at different geographical area in the 

form of a group, individual or even as an organization. Realizing one’s self, especially one’s skill, potential, strengths and 

weaknesses is the first leading aspect for successful projects. In this context, the Emotional Intelligence (EI) acts as an 

important part in choosing team member performance which is linked to team success. Lack of face to face interaction, arising 

from distance between parties, has made understanding the Emotional Intelligence of team members an essential issue in the 

virtual team context. This research explores the influence of Project Manager’s leadership style on employees’ EI level on 

virtual software projects in the Sri Lankan IT industry. Further, this study examines the factors of Emotional Intelligence based 

on Goleman’s framework and virtual project performance in different contexts. The leadership styles of the Project Managers 

are found to be the influencing factor in the virtual team success. Different leadership styles have been chosen based on 

Multifactor Leadership Questionnaire (MLQ) for the study. Many software companies in Sri Lanka create virtual project 

teams, using a blend of offshore, outsourced and key internal resources. There were several studies related to EI and Virtual 

Teams which have been discussed in the conceptual background, but this research differs from others in certain aspects. With 

no prior study being conducted with respect to Sri Lankan IT industry, this will be the first instance to identify the impact of 

emotional intelligence and challenges that virtual team members face in the software projects. The proposed conceptual frame 

work shows the interrelationship between EI factors of employees and virtual software project performance with the influences 

of leadership styles of the Project Managers. The framework can provide a basis for the future empirical studies on the above 

concept. 

Key Words: Virtual Team, Emotional Intelligence, Leadership, Software Projects, IT Industry 

 

Introduction 

 
Virtual Teams (VT) are the groups of people who are geographically and organizationally dispersed knowledge 

workers brought together across space and time through information and communication technologies (such as 

the internet or media channels) in response to specific customer needs or to complete unique projects (Cleland 

and Ireland 2002). Based on many studies, four areas in which VTs face challenges are: communication, culture, 

technology, and project management (Kay worth et al. 2000). In addition, there are behavioral aspects of VT 

members that pose a critical challenge to VTs. The difficulties of building trust, positive relationships across the 

three boundaries of geographical distance, time zones, and cultural differences are directly related to virtual team 

failures, as per recent studies (Kimble et al. 2000). The challenges have been intensified recently due to different 

cultures, languages, attitudes and business practices relating to hierarchical levels and power. The dynamics of a 

virtual project require that a team be formed across cultural and geographical boundaries. The challenges posed 

thereafter, shall be managed through the competencies of EI. 

This research intents to analyze the influence of Project Manager’s leadership styles on employees EI level on 

virtual software project performance in the Sri Lankan IT industry. Goleman (1998) found that emotional 

competence is twice as important as purely cognitive abilities for star performers in all jobs in every field. There 

are two core-belief categories in EI such as the intelligent uses and the capacity to exercise control of one’s own 

emotions and thus utilize the knowledge gained to understand and influence the emotions of others in the 

emotional intelligence. As the numbers of virtual teams are constantly rising in most Firms today, there is certainly 

a requirement, which exist to better understand how EI practices need to be adapted with VT members in order to 

achieve the project goals efficiently. It has been identified that more studies contributed to better understanding 

of the issues involved and provide relevant insights to present and future VT members. 
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Background 

 
Definition of a Virtual Team 

As virtual teams started to become common in the beginning of the 21st century, most definitions have been born 

in the recent times. According to scholars, virtual teams are teams, whose members are based in different 

geographic locations, but work on similar goals and tasks cross-functionally and interdependently. The team 

members typically use technology for interaction, as they have limited opportunities for face-to-face working 

(Malhotra et. al. 2007, 60). 

 

Emotional Intelligence in Virtual Team 

More than ever, in today’s fast-paced technology world, EI is critical in IT work success. In project management, 

a process is vital to virtual team success, over 90 per cent of the team performance issues are attributed to 

leadership and management skills, leaving only a small fraction of the problems related to technical skills and 

ability (Langer, Slaughter and Mukhopadhyay 2008; Muzio, Fisher, Thomas and Peters  2007). Further, 

employees with high EI would be more adopting in handling their own emotions and managing others’ emotions 

in order to build more positive interactions, which could lead to more organizational citizenship behaviors 

performance (Mossholder, Bedian, and Armenakis 1981; Wong and Law 2002: Higgs 2004). 

 

While individual work is highly dependent on cognitive intelligence, group performance is heavily influenced by 

EI, which is critical in developing work relationships in group settings (Ashkanasy et al. 2005). Consequently, EI 

is particularly important in virtual teams. IT teams are vulnerable to emotional conflicts. Many people leave the 

technical field because they have problems with their supervisors reflecting a lack of ‘Emotional Intelligence’ 

(Perry 2001). When compared with sales personnel, IT employees in general had lower levels of EI (Yildirim 

2007), which highlights the fact that both leaders and team members may have lower levels of EI compared to 

their counterparts in an organization. 

 

Project Performance in Software Development 

In software development discipline, project performance is formally measured using the “golden triangle”, which 

means finishing the project on time, within the budget and to specification (PMI 2004). Most Project Managers 

think that their job is the successful one, when they finish the project on time, within budget and to specifications. 

This “operational mind-set” is clearly reflected in project management literature, which has traditionally used 

time, budget, and meeting end product specifications as the major indicators of project success. Hence this is 

called by the “get the job done” approach. 

Shenhar et al. (2001) suggested that project success could be measured along the dimensions of: 

 Meeting planned goals (Efficiency) 

 Impact on the customer (Customer’s perspective) 

 Benefit to the developing organization (Organization’s perspective) 

 Overall success was based on averaging the three success measures 

 

Leadership Style on Virtual Software Projects 

“Leadership is the use of no coercive influence to shape the goals of a group or organization, to motivate behavior 

towards reaching those goals, and to help determine the group or organizational culture.” (Griffin and Pustay 

2005: 434). 

In 1990, Bass developed the Multifactor Leadership Questionnaire (MLQ) to test transactional, transformational, 

and non-transactional laissez-faire leadership style. There are many different approaches to study the leadership 

style on virtual team context, but well known and most widely used contemporary leadership styles were assessed 

using the Bass multifactor leadership questionnaire (MLQ from 5X). 

Hambley, O’Neill, and Kline, in press; Hertel, Geister, and Konradt (2005) explained that virtual team leadership 

is considered highly important to virtual team performance. Selzer and Bass (1990) described that 

transformational leaders may inspire followers, meet their developmental needs, and encourage new approaches 

and more effort toward problem solving. One may argue that transactional leadership style, which is based on an 
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exchange of reward and work, is more suited to organizational processes, whereas transformational leadership is 

useful when one is concerned with relations in virtual team context. 

Proposed Conceptual Model 

 

Figure 1: Conceptual Framework (Source: Daniel Goleman (2002) and Shenhar, Dvir and Levy (1997)) 
 

Above conceptual model developed based on Daniel Goleman’s (2002) emotional intelligence competency 

framework and software project performance matrix defined by Shenhar, Dvir and Levy (1997). Each variable in 

the figure 1 described below; Virtual software project performance is considered as the dependent variable while 

the emotional intelligence is defined as independent variable which is divided into four clusters based on 

Goleman’s emotional intelligence competency framework namely; self-awareness, self-management, social 

awareness and relationship management. 

 

Self-Awareness 

Self-awareness is the most critical competency related with work place EI. Grayson (2013) stated self-awareness 

as the capacity to identify one’s feelings, to differentiate between them, to know what one is feeling and why, and 

to know what impacts the feelings. Goleman (1998) defined emotional self-awareness as a means of recognizing 

an individual’s emotions and to know how it could effect. Self-awareness has three dimensions which are accurate 

self-assessment, self-confidence and emotional awareness. It can be inferred that; 

Hypothesis 1a (H1a):  There is a positive relationship between Self-Awareness of team member and virtual    

software project performance. 

 

Self-Management 

The self-management concept is the ability to remain calm during confrontational or conflict situation, while 

staying defensiveness to a lowest and ultimately renewing rationality (Wolmarans and Martins 2001). Self-

Management would encourage people to lead a more powerful role on their views, emotions, and performances. 

Dimensions of self-management are trustworthiness, adaptability, conscientiousness, innovativeness and self-

control. This study postulates that; 
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Hypothesis 1b (H1b):  There is a positive relationship between Self-Management of team member and virtual    

software project performance. 

Social-Awareness 

Social awareness can be defined as “sensing what people are feeling, being able to take their perspective and 

cultivate rapport with a broad diversity of people-our social radar” (Watkin 2000). The competencies associated 

with this cluster are prevalent in our relationships with others and includes empathy, organizational awareness, 

cultural differences, developing others and service orientation (Boyatzis 1982; Boyatzis et al. 2002; Goleman 

1998; Sala 2002). Albrecht (2006) defines social intelligence as “the ability to get along with others and to get 

them to cooperate with you.”  Accordingly the following hypothesis is formulated; 

Hypothesis 1c (H1c):  There is a positive relationship between Social-Awareness of team member and virtual    

software project performance. 

Relationship Management 

Relationship management is effective in leading change, persuading others, building and leading teams (Goleman 

1995). Social interaction also results in many benefits. It provides confidence and social acceptance. It would help 

managers in several ways. Also, it can help to do many things could not complete alone, for example; obtaining 

support from a team or completing a project (Pettry 2006). The clusters of relationship management are 

communication management, conflict management, change catalyst and team capabilities. Accordingly 

hypothesis is developed;  

Hypothesis 1d (H1d):  There is a positive relationship between Relationship Management of team member and 

virtual software project performance. 

Dependent Variable 

Shenhar, Dvir and Levy (1997) described three criteria to measure software project performance, which were 

applied and validated in previous research. These criteria are selected as sub indicators for the study as follows, 

Achievement of planned goals, Customer satisfaction and Benefits to the organization. 

Moderate variable 

Leadership style acts as a moderator between independent and dependent variables to improve the virtual team 

effectiveness and project performance. Different leadership style such as transactional, transformational and 

laissez-faire leadership styles has been selected based on MLQ. It can infer that; 

 

Hypothesis 2:   Leadership style acts as a moderator between Emotional Intelligence of employees and virtual 

software project performance.  
 

Conclusions 

In the fast moving software development industry, many software projects have been increasingly carried out by 

virtual teams. With the constant increase in the number of virtual teams, there is a need to understand how the EI 

practices need to be adapted with virtual team members for efficient project performance. The conceptual 

framework shows the interrelationship between the EI factors and virtual software project performance and 

counterpart of leadership style as a moderating variable. From the industry perspective, the results of this research 

may be most relevant to the management of virtual teams in partly global and truly global projects, especially 

with involvement aiming to create EI awareness among the project team members and enhanced effective virtual 

project management for better performance. This research is conducted to suggest how the EI competencies and 

Project Manager’s leadership styles would help to achieve project goals efficiently in a virtual software projects 

environment. Also the relationship between EI and challenges of virtual software project performance are 

critically analyzed to propose strategies that could be employed by organizations to overcome issues in the virtual 

software projects. 
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Abstract 

Sri Lanka has a talented pool of employees in IT sector with comprehensive educational background and technical expertise. 

Keeping them long term with the organization is becoming a massive problem in the recent past. Switching from one job to 

another is frequent in IT industry, but this might cause some serious damages to organizations in both functional and non-

functional perspective. Recruitment and training of qualified employees are time and cost consuming processes. In addition to 

the above problems, an organization losing an employee will have to deal with the added cost, abrupt or interrupted work flow, 

loss of competitive edge over their rivals due to the absence of a skilled worker, etc. In order to withstand the obstacles and 

challenges faced and to attract and acquire more BPO projects, IT companies need to stress more on factors impacting 

employee commitment. The attitude towards the job of IT employees is quite different from other people: they work not only 

for just money, but also derive pleasure from the work done. It is this characteristic that decides on what factors affecting the 

commitment of other employees are applicable to IT employees or to be considered irrelevant. This research focuses on the 

turnover issues in a sub-sector of IT industry, namely Business Process Outsourcing (IT-BPO). There are only few studies had 

been carried out in the Sri Lankan context with respect to IT-BPO industry and factors are more specific and they reveal facts 

on very particular aspects. In this research, the authorities are very much keen in extending the borders of the topic from the 

studies so far conducted and has interested in considering many related variables which affects employee commitment and 

career competency. The ultimate goal of this research is to find the relationship between the factors those affecting the 

organizational commitment of employees and how it adds value to turnover intention.  A conceptual model has been developed 

for this research in order to give a structure to the study.  

Key Words: BPO, Information Technology, Organizational Commitment, Turnover Intention, Employee Competency 

Introduction 

Business Process Outsourcing (BPO) is known to be the delegation of one or more IT-intensive business functions 

to external vendors that in turn owns, collaborates and manages the selected process based on defined and 

measurable performance criteria (Sree rekha 2010). Sri Lanka is ranked among top eight countries that have a 

flexible labor market and have more advanced infrastructure quality and network readiness. In a time when the 

country is marching towards economic growth and development, transforming Sri Lanka into a dynamic global 

hub in varied sectors is the priority concern of the Sri Lankan government. One vital aspect of this transformation 

is the creation of a Knowledge hub mainly by the growth of BPO sector. As workforce remains the key ingredient 

of success of BPO industry, employee commitment is of great significance to employers. Because there are 

evidences that less committed employees tend to leave the organization and looks for other opportunities.  

Across the country and especially in Colombo from BPO industry perspective, human resource challenges are 

becoming one of the major issues. Many human  resources  related  problems have been addressed in the literature 

like  high  stress, health issues due to shift work, instability of the project, high rate of technology change and lack 

of career growth opportunities, to name a few.  And all of these issues are directly or indirectly related to employee 

commitment and finally it affects employee turnover intention decision. As employee turnover becomes a serious 

problem to IT-BPO sector in Sri Lanka, companies should pay more attention to identify the causes of this 

condition. Hence, this research intents to develop a conceptual model to demonstrate the essential factors which 

are most likely impacting the employee commitment and how it affects the turnover intention of the Sri Lankan 

IT-BPO employees. Further, this model would express the relationship between these factors incorporating 

moderation and mediation effects. Future studies can be conducted using the proposed framework to derive 

conclusions and extend the boundaries of the developed model.  

Background 

Business Process Outsourcing (BPO) 

Outsourcing is a business mode that provides capital market gains, cost savings, a larger pool of skilled vendors, 

and quicker delivery time (Godwin 2000). These services can be customer care, technical support, handling IT 

operations, financial backend processes etc. Most of the Fortunate 500 Companies and a number of countries 
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throughout the world, outsource some significant portion of their IT services. Therefore, it can be easily 

understood how IT has become a $536 billion Industry worldwide (Halvey and Melby 2006). Some researches 

reveal that outsourcing can add value to organizations, but it takes a considerable amount of detailed management 

efforts by clients and providers to realize expected benefits (Lacity and Willcocks 2012).  

In the present context Sri Lanka's competence in IT has been widely recognized and appreciated in BPO sector 

majorly. Revenue generated through exports in this sector has been well in excess of $ 400 million. As per a 

Statista scientific study, Sri Lanka to reach $1 billion by 2015 and $5 billion by 2020 through this sector and 

possibly becoming the largest foreign exchange earner of the country are the targets of this industry. Economically 

and socially, BPO projects are of immense benefit to developing nations like Sri Lanka. But, the growth of this 

industry cannot be realized in isolation, rather through integration of various components that form a much larger 

initiative taken.  

Organizational Commitment 

Organizational commitment can be defined as the influence of an employee’s engagement with an organization 

(Newman et al. 2011). Many literatures prove that employees leave the organization because of lack of 

commitment towards the organization. This condition is most obvious in IT-BPO and many factors attribute the 

situation, especially in the Sri Lankan context. The most commonly used model is the three-component model 

which was developed by Meyer (Meyer et al. 1993). In addition, Meyer, Allen, and co-workers have analyzed and 

formulated the theory of organizational commitment in different view, and have broadly tested both affective and 

normative commitment. However, Wagner (2007) suggested that there is no lack of research that has investigated 

the antecedents of employee commitment.  

Employee Turnover Intention 

Employee retention rate has become a key performance indicator for many organizations (Moussa 2013). Factors 

such as increased competition among organizations, high demand of skilled employees, and the cost of turnover, 

have increased the importance of employee retention (Davidson, Desai and Gerard 2013). These factors explain 

the reasons why employee turnover intention has become a topic of significance in the field of human resource 

management. Given the negative impact of voluntary turnover of the effectiveness of an organization, 

organizational leaders seek better ways to retain valuable employees (Dong, Mitchell, Lee, Holtom, and Hinkin 

2012). 

Career Competency 

Organizations must continuously adapt to changing markets and needs. This adaptive process requires increasing 

flexibility of the workforce, matching job skills with new requirements. Career competencies are those 

characteristics or traits which are acquired by employees such as knowledge, skills, ability and personality that 

differentiates them from average performers. Employee competency has been given significance in the recent 

studies. Employee competency further can be classified in three major categories, namely reflective, 

communicative and behavioral competencies (Akkermans et al. 2013). As IT-BPO is considered as a knowledge 

intensive industry, organizations have to pay more attention in managing employees with respect to their 

competencies.  
 

Conceptual Framework 

As this is a conceptual paper, below model has been derived based on the literature review. This study incorporates 

the turnover intention conceptual model of (Sree rekha 2010) as a primary framework with required modifications 

by considering the factors relevant to Sri Lanka.  

Dependent variable 

The employee turnover intention is taken as the dependent variable of this research in such a way it evaluates on 

the basis of relationship against other variables defined in this study. 

Independent variables 

Based on the literature survey, there are majorly four variables have been chosen as independent variables for this 

study, which are used to assess the relationship with other variables.  
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Working Environment 

The working environment which consists of factors affecting an employee’s job performance. Work could be 

defined as all the diverse features of the job such as the way the job is being carried out and completed, the task 

involved, control of one’s own job related activities, achievement from work, variation in tasks and the intrinsic 

value of a task (Vasileiou, Skalli and Theodossiou 2008). 

Hypothesis 1: There is a negative relationship between working environment and turnover intention                 

among IT-BPO employees in Sri Lanka. 

 
Figure 1: Conceptual Framework (Source: Author Developed through Literature) 

 

HRM Practices 

Wright and Nishii (2006) proposed justification for examining outcomes of HRM below the organizational level. 

Most importantly, these authors argued that, while most of the research till now has focused on the interconnection 

between business level HRM practices and performance, the theoretical explanations offered for these 

relationships across multiple levels of analysis, including individuals and job groups. 

Hypothesis 2: There is a negative relationship between HRM practices and turnover intention among IT-BPO 

employees in Sri Lanka. 

 

Career Development 

Employee commitment is linked to career development practices followed by the organization. As a result, 

organizations would get advantages like improvement in productivity and decreased absenteeism and employee 

turnover (Grawitch, et al. 2006). 

Hypothesis 3: There is a negative relationship between career development and turnover intention among IT-

BPO employees in Sri Lanka. 

 

Job Specific Factors 

Work life balance, rate of technology change, job security and communication are also can be affected employee 

commitment (Lehman, Dieleman and Martineau 2008), which might differ from one job to another, still the impact 

of these factors has a correlation with turnover intention of employees. 
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Hypothesis 4: There is a negative relationship between job specific factors and turnover intention among IT-BPO 

employees in Sri Lanka. 

 

Mediation variables 

Organizational commitment has been taken as the mediation variable which connects the independent variables 

and employee turnover intention. To test the mediation functionality of organizational commitment below 

hypotheses have been formulated.  

Hypothesis 5a: Organizational commitment mediates the relationship between working environment and turnover 

intention of employees. 

Hypothesis 5b: Organizational commitment mediates the relationship between HRM practices and turnover 

intention of employees. 

Hypothesis 5c: Organizational commitment mediates the relationship between career development and turnover 

intention of employees. 

Hypothesis 5d: Organizational commitment mediates the relationship between job specific factors and turnover 

intention of employees. 

Moderation variables 

As suggested in many literatures, employee career competency is considered to be a moderating variable of this 

study, which affects the nature of the relationship between organizational commitment and turnover intention of 

employees. Based on this below hypothesis has been formulated. 

Hypothesis 6: Employee career competency moderates the relationship between organizational commitment and 

turnover intention. 

Conclusion 

 

Employee turnover is one of the biggest challenges faced by many organizations across various industries. The 

situation is even more obvious and affecting many IT-BPO companies in Sri Lanka. To identify the major causes 

of the employee turnover and to demonstrate the counterpart of various factors which facilitate or restrict this 

condition, this research developed a conceptual model based on the literature by incorporating necessary variables. 

Further, this contributes to the limited literature about factors affecting the organizational commitment and 

turnover intention. Particularly, it analyses the mediation and moderation roles of organizational commitment and 

employee career competency respectively. The proposed conceptual framework can be used as a basis to explain 

the relationship between the different variables considered in this study. In reality, this study helps practitioners 

to adopt certain behaviors which would help their employees to enhance their commitment and retention with the 

organization.  Similar implications had already been proved in India through other studies, even though the 

outcome yet to be tested in the Sri Lankan context. Future work can study in more detail by extending the 

boundaries of the research and including more variables to examine the robustness and validity of the proposed 

framework. 
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Abstract 

Performance appraisal is among the most important human resource (HR) practices and most of the organizations have 

adopted it. Generally, whatever the results from the use of these performance appraisal, still previous researches show that 

there are many problems which are related to the application of performance appraisal. This paper discussed the Bell Curve 

Forced Ranking Performance Appraisal System, which is a type of performance appraisal system that 

separates individuals into pre-existing performance categories. This Bell curve system is beginning to make a controversial 

issues throughout the society. Over the past few years, some companies like Google and Microsoft have given up the Bell-

curve system.  Microsoft, which recently abandoned the practice, says that, the ranking process resulted in “capricious 

rankings, power struggles among managers, and unhealthy competition among colleagues”. From the population of 200 

employees, 155 employees responded to the questionnaire which used to gather the data needed for the research. With the 

results of the analyzed data, this research study shows that there is a strong relationship between the Bell Curve Forced Ranking 

Performance Appraisal System and employee motivation, and less or weak relationship between employee performance and 

the Bell Curve Forced Ranking Performance Appraisal System, and finally the research study shows with figures that there is 

a strong relationship between employee motivation and employee performance. So it’s clearly proven that employee 

performance is directly affected by employee motivation and highly motivated employees are giving a high individual 

performance while demotivated employees are giving average or less performance. As per the future study of this research, it 

should be carried out to find an alternative appraisal system for the companies which use the Bell Curve Forced Ranking 

Performance Appraisal System. 

 

Keywords: Performance appraisal, Bell curve Forced Ranking, employee motivation, employee performance 

 

Introductıon 
 

Jude and Ferris said that performance appraisal is among the most important human resource (HR) practices and 

most of the organizations are adopting it. Boswell and Boudreau mentioned that, finding the strengths and 

weaknesses of an individual, setting the goals and identifying the training needs are the tasks which should be 

included in each performance appraisal. “Archetype” Forced ranking is thus the procedure, categorizing 

individuals into pre-existing performance categories, against other employees in the department or peer group 

(e.g. a 20 70‐10 distribution) as per the Aune, Marthe, and Julie Roed. These performance rankings,  evaluated 

through Bell curve, show that generally the 10% of the people who are least ranked, will be in the danger of losing 

their jobs, while the 20% of the people who are ranked the highest and eligible to be the most rewarded by the 

company and another 70% are getting the average rewards. Important article from Meisler, argues that the Bell 

curve forced ranking is beginning to make a controversial issues throughout the society. It shows that, strong 

debate on both professional HR journals and the media of the pros and cons of the Bell curve forced ranking 

performance appraisals. Jack Welch, the former CEO of general electric, arguing that Bell curve forced ranking 

is the key to the organization’s competitive advantage as per Schleicher, Bull and Green’s article. But nevertheless 

authorities have questioned the validity and effectiveness of the Bell curve forced ranking approach. And several 

unanswered questions regarding the Bell curve forced ranking is that whether this practice will increase the 

performance of the employees. Over the past few years, some big companies like Google and Microsoft have 

given up the Bell-curve system with the finding of Koshla. In an interesting article Ovide, Shira and Rachel stated 

that, Microsoft, which recently abandoned the practice, the ranking process resulted in “capricious rankings, 

power struggles among managers, and unhealthy competition among colleagues. Brustein was able to find that 

Yahoo been implemented this system to fire their employees, and a lot of global experts said that it as a “Yahoo 

latest HR Disaster“. In an empxtrack article, Tushar Bhatia is suggesting that the Bell curve is not suitable to be 

used  in small companies where the number of employees is less than 300. This research, I have selected LOLC 

Technologies, my current working company and CLC PVT Ltd, to find the answers to the above mentioned 

controversial issues. LOLC Technologies and CLC PVT Ltd are subsidiary companies of the LOLC group of 

companies. The HR department of the company used Bell curve forced ranking performance appraisal to evaluate 

their employees’ performance.  

Based on the above factors, research study formulates the research problem as follows, “What are the impacts of 

Bell curve forced ranking performance appraisal on employee motivation and employee performance?” Main 

research objectives of this research are to critically analyze the 'Bell Curve Forced Ranking Performance Appraisal 
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System' and to evaluate the relationship between employee motivation and employee performance with 

researching employee satisfaction level towards 'Bell Curve Forced Ranking Performance Appraisal system' and 

acceptance level at lower & middle management and provide a better solution. The main reason behind the 

selecting this research question is that I had to face this situation. Now move on to the theoretical framework of 

this research study, fundamentally, a performance management system is composed of process and people 

elements. An effective performance management system starts with a thorough goal-setting process, followed by 

regular feedback and reviews/appraisals. It also identifies employees' developmental needs and includes robust 

reward and recognition practices. The system also should encourage collaboration, teamwork, and 

communication. With the help of following measurements, the Bell curve forced ranking performance appraisal 

will be tested. They are Goal setting, Feedback Review Appraisal, Development, Reward and recognition, 

Collaboration, Teamwork, and Communication. These measurements have been identified by SHRM-Society for 

Human Resource Management. Motivation is the process of attempting to influence others to do their work 

through the possibility of gain or reward. Understanding what motivated employees and how they 

are motivated was the focus of many researchers. In Michael Armstrong’s Human Resource Management Practice 

book, he defined all the theories which are related to motivation. Equity theory, developed specifically to deal 

with employee motivation within organizations. The theory proposes that people want to be treated fairly that is, 

equitably. The hierarchy of needs, developed by the psychologist Abraham Maslow, applies to inherent 

human motivation in any natural, social, and psychological situation. Maslow proposed a hierarchy of needs 

because he maintained that the highest need self-actualization attained only after the four lower order needs are 

met. Frederick Herzberg’s motivation-hygiene approach, like equity theory, developing the applications in 

business organizations. The expectancy approach, developed by Victor Vroom, proposed that an employee’s level 

of motivation comes from an employee’s beliefs about the interaction of three variables effort, performance, and 

outcomes. The employee performance is considered as what an employee does and what he doesn’t do. Employee 

performance involves quality and quantity of output, presence at work, accommodative and helpful nature and 

timeliness of output. According to the results of the study conducted by Yang on individual performance showed 

that performance of the individuals cannot be verified. Similarly, he asserts that organizations can use direct 

bonuses and rewards based on individual performance, if employee performance is noticeable. Jeffry Arthur 

clearly mentioned in his research that there are five major practices which affect the employee performance: Job 

autonomy, Organizational support, Training, Distributive Justice and Procedural Justice. 

This research study shows that there is a strong relationship between the bell curve forced ranking performance 

appraisal system and employee motivation, and less or weak relationship with employee performance with Bell 

curve forced ranking performance appraisal system, and finally research study shows with figures that there is a 

strong relationship between employee motivation and employee performances. So it’s clearly proven that 

employee performance is directly affected by employee motivation and highly motivated employees giving a high 

individual performance while demotivated employees are giving average or less performance. Employees’ 

rewards like bonus, salary increment, promotion based on these performance appraisals, if any employee feels 

that he/she doesn’t receive the required level of satisfaction from the company after doing performance appraisal, 

if that employee has achieved every target which is given, he will ultimately become very demotivated, which 

will affect the performance negatively and while company losing a valuable employee they have or they will get 

less performance from that employee. So most companies nowadays leaving this Bell curve appraisal system due 

to the above conclude results, and they are looking for alternative appraisal systems which will give visibility and 

satisfaction for both employee and the company. The 360-degree feedback employee management system is one 

of the appraisal systems now most companies follow after giving up in the Bell curve appraisal system. As per 

the future study of this research, a researcher should be able to find and suggest the best alternative appraisal 

system for Bell curve used companies by doing the further research study. 

Methods 

 
This research study carried out using below research questions. How does the bell curve forced ranking affect 

employee motivation, and individual performance? Is there any relationship between employee motivation and 

employee performance? How does the effective Performance Appraisal motivate an employee to work harder and 

improve performance? Base on the research questions and literature review a conceptual framework is developed. 

Bell Curve Forced Ranking Performance Appraisal consider as the independent variable, while Employee 

Performance is considered as a dependent variable. Employee Motivation is performing as the mediator. 

Hypotheses are developed based on the conceptual framework and main objectives of the research.  

H1: There is an effect of Employee Motivation on Bell Curve Forced Ranking Performance Appraisal.  

H2: There is an effect of Employee performance on Employee Motivation.  
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H3: There is a significant relationship exist between Bell Curve Forced Ranking Performance Appraisal and 

employee’s performance. 

Operationalization is developed based on literature review with different indicators to measure the Bell Curve 

Forced Ranking Performance Appraisal, Employee Motivation, and Employee Performance. For measure, the 

variables Five point Likert scale is used. This research conducted using “Quantitative Research” 

technique to collect predetermined data with involves the systematic collection, analyzing, interpretation and 

presenting data which could be measured. Data collected from 155 respondents from 200 nominees 

representing the population of employees from LOLC Technologies and CLC PVT Ltd with sampling frame 

from each and every section in the company (e.g. Technical Solutions team, Quality Assurance Team, Business 

Solutions Team…etc.) with lower management to higher management staff. Simple random sampling used as the 

sampling method. Data collected through a distribution of a questionnaire with consist of questions which 

developed to collect the quantitative data. Representing the data of all the variables of conceptual framework was 

tested for the reliability using Cronbach’s alpha method and if co-efficient of Cronbach’s alpha is closer to one, 

it shows a high degree of reliability. And generally reliabilities less than 0.6 are considered poor while those are 

in the range of 0.7 are acceptable and 0.8 and above are highly accepted. 
 

Fındıngs and Argument 
 

From the population of 200 employees, 155 employees responded to the questionnaire, which is more than 75% 

of the population. Below figure1 shows the responses for the question of “Are you comfortable with the method 

of Forced Ranking System/Bell Curve?” It clearly shows that majority is disagree with the question and it proves 

that they are not comfortable with Bell curve performance appraisal at all. Beginning the analysis of data, factor 

analysis done for checking the validity and reliability using Cronbach’s alpha method and co-efficient of 

Cronbach’s alpha .The first results set  for questionnaire  which is the introduction to Bell curve got a Cronbach’s 

alpha of 0.728 which is greater than 0.6 and it is accepted. Then for second question set, which includes questions 

of evaluation of bell curve, got a Cronbach’s alpha of 0.803 which is greater than the 0.8 and highly accepted. 

Considering the question under Evaluation of the Bell curve, all questions got more than 0.7 of Cronbach’s alpha 

and all are accepted. Next question set is considering the employee motivation. For that Cronbach’s alpha calculate 

as 0.868 which is higher than the 0.8 and it's highly accepted. Finally for employee performance question set, able 

to get Cronbach’s alpha of 0.958 is higher than 0.8 and it also highly accepted. With the linear regression analysis 

of employee motivation and Bell curve performance appraisal, simple correlation R is 0.536, which indicates a 

high degree of correlation. The R2 value indicated how much of the total variance in the dependent variable can 

be explained by the independent variable and in this case, 28.8% can be explained and which is medium. Here, p 

< 0.0005, which is less than 0.05, and indicates that, overall, the regression model statistically significantly 

predicts the outcome variable. With the linear regression analysis of employee performance and Bell curve 

performance appraisal, simple correlation R is 0.219, which indicates a low degree of correlation. The R2 value 

indicated how much of the total variance in the dependent variable can be explained by the independent variable 

and in this case, 4.8% can be explained and which is very low. Here, p > 0.0005 means regression model 

statistically not predicts the outcome variable. For analyzing the Correlation between dependent variables & 

independent variables Pearson correlation coefficient matrix been used. Pearson correlation coefficient for 

Employee motivation and Bell Curve Forced Ranking Performance Appraisal is 0.536 at a 0.01 significant level 

and there is a strong positive correlation existed. Pearson correlation coefficient for Employee performance and 

Employee motivation is 0.808 at a 0.01 significant level and there is a strong positive correlation existed. Pearson 

correlation coefficient for Employee performance and Bell Curve Forced Ranking Performance Appraisal is 0.219 

at a 0.01 significant level and there is a weak positive correlation existed. Based on the results of correlation 

analysis, Hypotheses; 

H1: There is an effect of Employee Motivation on Bell Curve Forced Ranking Performance Appraisal,  

H2: There is an effect of Employee performance on Employee Motivation.  

H3: There is a significant relationship exist between Bell Curve Forced Ranking Performance Appraisal and 

employee’s performance can be accepted at 0.01 level of significance. 
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Conclusıons 
 

Bell Curve Forced Ranking Performance Appraisal system is widely used performance appraisal system 

throughout the world. But now most companies are going away from the Bell Curve Forced Ranking Performance 

Appraisal system. Google, Microsoft, KPMG, GAP, NETFLIX, Adobe, GE, CISCO, Expedia, Infosys, IBM are 

some of the big companies recently stop using this Bell curve forced ranking performance appraisal system. With 

the results of analysis data, it is clearly identified that there is a highly positive effect of Employee Motivation on 

Bell Curve Forced Ranking Performance Appraisal. With further data analysis, able to find that there is a highly 

positive effect of Employee performance on Employee Motivation but also there is a weak significant relationship 

exist between Bell Curve Forced Ranking Performance Appraisal and employees’ performance. So it's clear that 

companies need to re-think if they are using bell curve as a performance appraisal in the company. De-motivated 

employees will not perform like the employees who are motivated highly, this will be a big impact on 

organizations. To overcome these problems, it's recommended to go for an appraisal system which will give 

visibility and satisfaction for both employees and company. 360-Degree Feedback appraisal system is there in the 

organization, but further research study needs to be carried out to find the best alternative appraisal system for 

Bell curve appraisal system. 
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Abstract 
 

This article provides comprehensive evaluation of previous studies on impact of consumer characteristics towards online 

purchasing intention. This will lay a foundation to identify research gap and further research.  Information communication 

Technology, Business Management, Marketing, and Applied sciences were the main subject areas that directly involving in 

this context. Core articles were found from 103 leading and peer-reviewed conferences and indexed journals between year 

2010 and 2015 for the evaluation. Type of the relationship and its impact, effects of moderating variable and mediating effect 

to the relationship between independent variable and dependent variable have been considered in this analysis.  Several main 

variables have contradictory result when comparing. Again it is mandatory to reexamine those variables for further 

confirmation. Several factors were identified and grouped them as Consumer characteristics, Retailer characteristics, Medium 

characteristics, and External environment characteristics. Result of the evaluation suggests requirement of comprehensive 

integrated model, which explores wider range of variables. Different countries and nations with different characteristics, 

behaviors and various socio-economic backgrounds need to be explored separately. 

  

Key words: Consumer Characteristic, Online Purchasing Intension, E commerce   

 

Introduction 
 

The Internet growth is very high in both developed and even some developing countries (Abiodun 2013). Internet 

reforms the way of socio-economic activities carried out internationally (Abiodun 2013). Visiting physical store 

to shopping being displaced by online shopping, especially in developed countries (Abiodun 2013). 

E-commerce can be described as transaction between two parties, the exchange of goods, services, or information, 

using the web service in the Internet as the main infrastructure to the transaction processing (Rainer and Turban 

2002 cited Alfina et al. 2014). Online shopping has become more popular among the consumers due to several 

benefits over traditional shopping (Alam & Yasin 2010). Online shopping, as a new purchase channel,can 

experience fast speed, convenience and searching flexibility, etc. But online shopping is virtual and consumers 

cannot touch the commodities, thus making it more difficult to determine the true attributes of commodities and 

whether the commodities are suitable for consumers or not (Zhang & Liu 2011).   

Point often overlooked, online retail sector has been steadily growing in the past years,but people are now reluctant 

to use online channels for shopping frequently based on uncertainty and risk that they feel (Alfina et al. 2014; Cha 

2011; Meskaran et al. 2013; Nazir et al. 2012). With that intention, it can happen due to   difficulty in recognizing 

the identity of the other party and to verify the suitability of the goods offered through internet client server 

architecture (Alfina et al. 2014).  According to Chen et al. (2015) the online shopping offers consumers more 

convenience and flexibility, but consumers often feel doubtful when facing a purchasing decision with possible 

risks and benefits.  

When evaluating previous empirical studies, it can be seen that online purchasing managing the dynamics of this 

behavior has often been a research question (Sahney et al. 2013). In essence, Consumers’ purchasing decisions 

are personal, and often very complex behaviors (Chen et al. 2015). But, what factors leads a consumer to shop 

online is a matter that has suggested a lot of interest, although the results from researches are loose, fragmented 

and disintegrated (Sahney et al. 2013). In this phenomenon, consumer characteristics, retailer characteristics, 

media or the web site characteristics and environmental characteristics can be identified as major components that 

impact on consumer online purchase intention. Among those four main areas, strongest impact comes from 

Consumer characteristics. It is first important to note that consumer behavior research in the Internet context 

shows a steady stream of increased activity over the past 20 years (Cummins et al. 2014). According to Yakup & 

Jablonsk (2012) Consumer behavior is influenced by the buyer's characteristics and by the buyer's decision 

process. Buyer characteristics include four major factors: cultural, social, personal, and psychological. Not only 

that personal characteristics such as the buyer’s age and life-cycle stage, occupation, economic situation, life style, 

and personality and self-concept make impact on buyer’s decisions (Yakup & Jablonsk 2012). All other retailer 
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characteristics and web site characteristics have to change according to consumer characteristics. Further it can 

be said that, Consumers are responsible for sustainability of the online shopping. Online companies can implement 

new strategies to adopt potential customers and remain existing customer to maintain and expand the market share 

by identifying consumer characteristics, which affect to buying behavior (Adnan 2014; Ahmad et al. 2010). 

This paper aims to identify the research gaps in the context of customer characteristics in online purchasing 

intention. Further tries to lay a foundation to develop a comprehensive model to address gaps identified by the 

evaluation, which can be used in future research.  
 

Method 
 

This study reviews 103 articles in to the evaluation, including indexed journals and conference proceedings from 

last five years between 2010 and 2015. Mainly ACM Digital Library (ACM), Emerald Journals (Emerald), Google 

Scholar, Elsevier, Science Direct data bases were used to collect research articles. According to the time period, 

12 articles from 2010, 19 articles from 2011, 18 articles from 2012, 17 articles from 2013, 24 articles from 2014 

and 21 article from 2015 were found for the evaluation. Among those articles 94 articles from 64 reputed journals 

and 17 articles from 15 conference proceedings were used.  

Mainly those leading, peer-reviewed conferences and journals can be divided into three main categories such as 

Management, Information communication Technology and Applied sciences. Accordingly, Business 

Management, Economics and Finance, Marketing, Distribution Management and Business and social science 

were the main subjects’ areas under the management category. Human computer interaction, E commerce, 

Management Information System, Computer Science and Information Systems, Internet and Networking and 

Applications were grouped into the category of information communication technology. Finally, Applied 

Sciences, Industrial Management, Engineering were grouped under the applied science.   

This evaluation consists of two main categories, including independent variable and dependent variable. 

Consumer characteristics such as perceived characteristic, attitudinal characteristic, demographic etc., and their 

impact on Intention of the online purchasing was evaluated. Type of the relationship and its impact, effects of 

moderating variable and mediating effect to the relationship have been considered in this analysis.  

Results 

 
Further Variable/Integrated 

Online shopping is a vast area, which consists of many influencing factors towards online shopping intention 

(Javadi et al. 2012). There are several studies focused on online shopping intention with many limitations. But, 

still many unexplored factors can be identified towards online purchasing intention (Cha 2011). Most of the 

researches explore few sets of variables at a time due to time constrain (Javadi et al. 2012; Kim et al. 2010; Ozen 

& Engizek 2014).  Further, Chang et al. (2014) emphasize the need of future research, which explore wider range 

of variables with comprehensive model.  The end of the most research proposes to include more variables instead 

of that they have.  

Chen et al. (2015) propose to explore the moderating effect of trust propensity and gender towards online shopping 

against different income levels. Accordingly, Mohmed et al. (2013) propose to investigate the effect of 

demographic factors towards purchase intention of online consumer while that it was not investigated by the study. 

And Wu et al. (2014) suggest to explore relationship between online shopping experience and attitudes toward a 

website. Not only that but Chen & Chen (2011), Wu et al. (2014), Sharma & Lijuan (2015), Liang et al. (2015), 

Lan Ho & Chen (2014) studies also suggest to incorporate consumer characteristics and measure relationship with 

purchase intention of online consumer.  

In addition to that, when exploring factors affecting online purchase intention should focus on each product 

category separately such as virtual and real item since, it doesn’t work together (Cha 2011). But when increasing 

shopping experience, it can reduce product, financial, and privacy risks for non-digital product, not for digital 

product (Bo et al. 2014). Hence, that should take into account for their future studies (Bo et al. 2014).    To 

overcome this situation, it was suggested to develop comprehensive integrated model by exploring all possible 

factors together (Lim 2015). Not only had that Lim (2015) further stated that finding from an integrated model 

will generalizable easily.  Hence, a future comprehensive broader extended research model should take place to 



44 

 

identify those other factors and lapses (Kim et al. 2010; Adnan 2014; Tamimi & Sebastianelli 2015; Javadi et al. 

2012; Ozen & Engizek 2014; Hajiha et al. 2014) (Yulihasri et al. 2011). 

The results of a study must be consistent with result of other studies for the confirmation of the results. But there 

are several studies, which found contradictory results. According to Delafrooz et al. (2011) consistent result cannot 

be found in demographic variables gender from previous findings. Not only that but finding of the gender and 

perceived risk by (Chen et al. 2015; Wang et al. 2010), loyalty, trust and online purchase intention by (Shihyu et 

al. 2015; Hong & Cho 2011), trust and attitude by (Bianchi & Andrews 2012; Zhu et al. 2010), information 

availability, perceived risk and trust by (Aghdaie et al. 2011; Ling et al. 2010; Alam & Yasin 2010) and perceived 

risk and experience by (Wang et al. 2010) create contradictory situation to solve in future research. Further, trust, 

the key factor of the online purchasing context became insignificant in some studies (Bianchi & Andrews 2012). 

Not even trust but security and privacy face challenge of result of inconsistency which directly affect trust and 

intention of the online purchasing (Ruimei et al. 2012; Özgüven 2011; Lim 2015; Cha 2011). Hence, it required 

examine the effect of those variables in consistent operationalization of the context to provide generalizable results 

(Bo et al. 2014). 

Extend to Different Nation 

E commerce basically is a global business to concern differences in cultural shopping behavior, differences in 

transportation, differences in life’s style, differences in the socioeconomics between private and public schools 

(Hill et al. 2013). Because attitude and behavior of the participant differ from those are in other part in the world 

(Sharma & Lijuan 2015). At the same time technological experience and knowledge of a participant in a developed 

country may differ from a person in a developing country, since average education levels are lower (Hernández 

et al. 2011). Further, Kim et al. (2012) state that people in collectivist cultures are prone to more risk averse than 

individualistic cultures as well as adventurous. Not only that but also countries in the world can be identified as 

low uncertainty avoidance countries and high uncertainty avoidance countries (Ling et al. 2010). Factor perceived 

ease of use and perceived risk in (Gong et al. 2013), trust in (Bianchi & Andrews 2012) and experience in (Bo et 

al. 2014; Wu et al. 2014) were insignificant and contradictory result found in their studies due to cultural 

differences.   

That implies different counties, different nations with different characteristics, behaviors and various socio-

economic backgrounds need to explore separately and compare for generalizability to other countries (Lim 2015; 

Javadi et al. 2012; Hill et al. 2013). Hence, it is mandatory to understand online consumer regionally with different 

online shopping perceptions and behavior which global e-tailor can provide tailor mate strategies to market their 

product online since they are seeking out of the country for more growth opportunities (Gong et al. 2012). As a 

conclusion (Özgüven 2011; Javadi et al. 2012; Zhu et al. 2010; Gong et al. 2012; Bianchi & Andrews 2012; Choon 

Ling et al. 2011) propose to carry out future studies which examine antecedents of online purchase intention 

towards different countries. 

Conclusion 

There are many numbers of influencing factors towards intention of the online shopping that can be identified in 

different researches.  Most of the researches explore a few sets of variables at a time (Javadi et al. 2012; Kim et 

al. 2010; Ozen & Engizek 2014). Hence, integrated impact from those variables cannot be identified and it was 

difficult to generalize result.  The ends of the most research propose to include more variables instead of that they 

have. It was evident that the need of future research, which explore wider range of variables with comprehensive 

integrated model.  Several main variables have contradictory results when comparing. But result in a study must 

be consistent with previous studies to confirm its result. Again it is a mandatory to reexamine those variables for 

further confirmation. 

For the purpose of generalizability and true results, it is required to maintain desired sample size and sampling 

methods. Many of the researches used convenient sampling technique and took student as sample, which is leading 

to many errors.  

E-commerce acts in global context, which consists of different nations and cultures. It is evident that attitude and 

behavior of consumers differ in each part of the world. Hence, different countries and different nations with 

different characteristics, behaviors and various socio-economic backgrounds need to explore separately and 

compare for generalizability to other countries.  As a conclusion (Özgüven 2011; Javadi et al. 2012; Zhu et al. 
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2010; Gong et al. 2012; Bianchi & Andrews 2012; Cho on Ling et al. 2011) propose to carry out future studies 

which examine antecedents of online purchase intention towards different countries. 
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Abstract 
 

Coach as the mentor, and the leadership style he/she possesses has a significant impact on the athletes’ performance. The 

purpose of this study was to understand the relationship between coach leadership behavior and team success in sports in state 

universities in Western Province, Sri Lanka, during the inter university games held in 2014 from the events of basketball, 

netball, volleyball, and Elle. Two hundred and Ninety one athletes (n=291) who participated in the inter university games, 

from Western Province state universities, took part in this study. Data had been collected through a standard questionnaire 

which had been derived from leadership scale for sports (LSS) and revised leadership scale for sports (RLSS) were improved 

to suit the Sri Lankan context. Statistical calculations were done using SPSS version 16.0. Data collected was analyzed through 

correlation and regression analysis. Results indicated that the training and instruction behavior, democratic behavior, and 

positive feedback behavior are the significant coach behaviors which may affect winning percentage, in this study. Further it 

was found that females perceive more training and instruction behavior than males. In conclusion, it was found a moderate 

relationship between coach leadership behavior and team success. The present findings have important implications for a better 

understanding of the determinants of athletes' performance other than coach leadership behavior. 

 

Keywords: Coach leadership, athletes, training and instruction behavior, democratic behavior, positive feedback behaviour 

 
Introduction 

Sports have the capacity of transmute lives of individuals (CESSI, 2005).Sports can be used as a device to make 

a better world, Olympic Museum Educational Kit-HOPE (2011). HOPE, (2011) identified main focusing areas 

which sphere advantages of sports and related activities which are summarized under human dimension, political 

dimension and societal dimension. Human dimension is mainly focused to satisfy the need for competition and 

encourage everyone to overcome their own limitations (social, physical or psychological “handicap”). Political 

dimension is considered as international media platform which can be used to highlight certain causes or become 

“alternative diplomatic tools” (HOPE- The Olympic Museum Educational Kit 2011). Participation and winning 

from sports both entail enduring advantages to a country. The track records of winning in Olympic and other 

international events are not that appealing in the context of Sri Lanka. There are many reasons which would affect 

to this scenario.  

The problem statement of this research is whether there is any relationship exist between coach leadership 

behavior and team success. The main objective of this research is to test empirically the relationship between 

coach leadership behavior and team success in sports and the specific objective is to analyze the styles of coach 

leadership behaviors. The scope is narrowed to state universities in Western Province Sri Lanka. The study is only 

limited to Volleyball, Basketball Hockey and Elle. 

The study of leadership styles and behavior relating to coaches in sports context is somewhat novel in contrast to 

leadership styles applied in organizational framework. Even if sports teams and business organizations have 

parallel elements such as an exact register of member, identity, a schedule of activities and procedures for 

reinstating members in other ways, they are quite different and the differences have been identified by the 

researches in terms of specific structural characteristics such as size, normative codification, position 

interrelationships and maintenance of public and precise records. The differences and similarities in contrast to 

each had paved the path of developing models for leadership in sports which will be discussed under the findings 

of Chelladurai (1980), Chelladurai and Carron (1978), and Horn (2002). 

The multidimensional model of leadership (Chelladurai, 1980: Chelladurai & Carron 1978) is one of the most 

commonly used models to show the interactions based upon the characteristics of both members and leaders. In 

contrast to other previous leadership theories, multidimensional model of leadership cited equal emphasis on the 

role of the coach, athlete and situation is to stimulate satisfaction and performance with regard to sports context. 
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In 1980, Chelladurai and Saleh developed a questionnaire in order to verify the adequacy of the Multidimensional 

Model of Leadership which is the first and foremost effective scale to measure leadership behavior in the sports 

domain mentioned as Leadership Scale for Sports (LSS). This has been used by researchers to measure the 

athletes’ perception of their coaches’ leadership style according to five dimensions namely training and 

instruction, autocratic behavior, democratic behavior, social support behavior, and positive feedback behavior.  

The Training and Instruction factor extended by Chelladurai and Saleh (1980) in the context of sport is similar to 

the Competitive Training factor identified by Danielson et al. (1975). It is also similar to the Instrumental 

Leadership dimension outlined by House and Dessler (1974) which essentially consists of role clarification, 

coaching, and coordination. Training includes essentials such as maximum use of practice time, select good drill 

and instructional activities. Instruction combines with activities such as teaching skills, coordination roles and 

working on relationship building between team members. 

The dimensions of Democratic and Autocratic behavior refer to the decision style adopted by the leader. If the 

degree of democratic scale is high on a coach; it implies that he perceived to allow his athletes to participate in 

team decision making. It is reverse when the sores are high on autocratic scale. In such a case coach may make 

all team decisions and stress his own authority in dealing with individual athletes. Chelladurai and Saleh (1980) 

have further noted that “the emergence of the dimensions of Democratic and Autocratic Behavior is consistent 

with the distinction made in organizational behavior research between the decision style adopted by the leader 

and the content of his or her decisions (House & Dessler, 1974)”. 

The factor of Positive Feedback comprises praises made by coaches for the performance and for the contribution 

made by the athletes. There are events which victory can be attainable by one of the contestants but yet in games 

which played by team athletes may perform at their maximum potential and yet lose a competition. Further, in 

team sports, contributions made by certain positions may go unnoticed and unrecognized. It is therefore important 

for the coach to express appreciation and to compliment the athletes for their performance and contribution 

Chelladurai and Saleh (1980). High scores on positive feedback dimensions describe coaches who provide high 

frequencies of praise or other rewarding behavior to athletes after good performance or contribution made. This 

factor was therefore originally labeled as "Rewarding Behavior" (Chelladurai & Saleh, 1978). Oldham (1976) 

found that positive feedback was one of the motivational strategies that predict leader effectiveness.  

The LSS has been used in a quite large number of studies designed to assess the degree to which the dimensions 

of leadership styles are related to athletes’ performance and psychological responses. LSS used as the instrument 

to support Celladurai’s Multidimensional Model (MML) Chelladurai and Saleh (1980). Weiss and Friedrichs 

(1986), Alemu and Babu (2012),  Pilus and Saadan, (2009), had used these questionnaire in their studies. 

A main emphasis was given by the authors to Revised Leadership Scale for Sports (RLSS) developed by Zhang, 

Jensen and Mann (1997) which emphasis of autocratic, Democratic, positive feedback, Training and instruction, 

social support and situational consideration behavior. 

Vella S.A et al (2014) conducted a research to examine the relationship between coach leadership, the athlete 

relationship, team success, and the positive development experiences of adolescent soccer players. Accordingly 

in that research team success had measured by the total number of competition points accumulated during a 

season, Vella S.A et al (2014). Team success was operationally defined by Carron et al (2002) as the team’s win-

loss percentages. Lee (1988) (as cited in Feltz and Lirgg, 2001), Kane et.al (1996) considered team won/loss 

percentage to measure the team success. The Conceptual framework of the study is as follows. 

 

Figure 1: Conceptual Framework of the Study 

Methodology and Data Analysis 
 

The questionnaire which is used for the present study has been derived from the standard questionnaires of LSS 

and RLSS and been modified accordingly to suite the Sri Lankan context. The population of the study is 480 and 

the sample is 291. 

 
Coach Leadership Behavior 

 

Team Success 
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The questionnaire was pilot tested by administering it. The reliability of the questionnaire was evaluated using the 

Cronbach’s Alpha test and the questionnaire was found to be acceptable with a Cronbach’s Alpha value of 0.80. 

Nunnaly (1978) has indicated that a Cronbach’s Alpha value of 0.7 is an acceptable reliability coefficient. 

In order to attain convergent validity, Average Variance Extracted (AVE) is calculated. The AVE for overall 

perceived coach leadership behavior recorded as 0.8022. The AVE values of all the constructs were well above 

the minimum required level of 0.5, thus demonstrating convergent validity for all constructs. 

Correlation analysis is used to analyze the relationship between coach leader behavior and team success. 5% has 

been used as the level of significance for the analysis. 
 

Table 1: Correlation between Coach Leader Behavior and Team Success in Sports In Relation To State Universities 

Located in Western Province (Source: Survey data 2014) 

  
Training Democratic Autocratic Social Feedback Situational 

Pearson 

Correlation .78** .13* -0.03 .29** .38** .15** 

Sig. (2-tailed) 0 0.03 0.6 0 0 0.01 

 

The main intension of this analysis is to identify the coach leadership behavior leading to performance in sports 

which has been measured by winning percentage. 

Except autocratic behavior, all the other coach leadership behaviors have significant positive association with the 

winning percentage. Out of them only democratic behavior is marginally significant (p=0.027). All the others are 

highly significant (p<0.009) Autocratic behavior has no significant relationship with winning percentage 

(p=0.602). The highest relationship exists (correlation) between the training and instruction behavior with winning 

percentage. 

The fitted model was derived after finalizing the data where according to the model training and instruction 

behavior, democratic behavior and positive feedback behavior is significantly affecting the team success. 

Table 2: Coefficients (With Interactions) (Source: Survey data 2014) 

Model 
Un standardized coefficients 

Standardized 

coefficients t Sig 

B Std. Error Beta 

(Constant) -0.280 0.122   -2.288 0.023 

Training 0.197 0.023 0.509 8.439 0.000 

Democratic -0.049 0.019 -0.086 -2.520 0.012 

Feedback -0.101 0.032 -0.126 -3.179 0.002 

 

The fitted model is given below: 

Win = -0.280 + 0.197 (Trai.) - 0.049 (Democ.) - 0.101 (Pos. Feed) 

 

Among them, only training and instruction behavior exhibited a positively relationship with team success. The 

findings of this research on training and instruction style are in agreement with the findings of Rintaugu and 

Bailasha (2011), Alemu & Babu (2012), Vahdani et al (2012) and partially agree with Terry (1984) on preferences 

made by them on training behavior. But the results are not consistent with the research findings made by Bahrami 

et al (2011). 
 

Conclusion 
 

According to the present study, one of the important findings is that the factors affecting to coach leadership 

behavior in sports (training and instruction, social support, positive feedback and situational consideration 
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behavior), irrespective of democratic and autocratic behavior, has a significant relationship with team success. 

The high relationship exists with the training and instruction behavior and the winning percentage in complying 

with many of the international research findings. Further, it is found that there is a moderate relationship between 

coach leadership behavior and team success. The study findings can be used by the coaches when developing the 

coaching programs. Although there are many factors affecting to team success, this study has only concentrated 

on coach leadership behavior which is perceived by the athletes. Coach perception on performance of athletes, 

the impact of efficacy on performance can be considered for further research. 
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Abstract 

Using social media by the Banking sector is becoming prevalent and can be expected to further increase as the social networks 

grow and Internet penetration increases. Sri Lanka is no exception to this trend, with the government’s ambitious plan of 

providing affordable Internet to all citizens, the current Internet penetration of 29.3% (2016) and Facebook penetration of 

19.52% (Aug, 2016) could significantly increase with in next 12 - 18 months. This could result-in a sudden increase on 

customer demand to consume financial services via social media and other online channels. Thus enabling Banks to make 

significant cost savings while becoming more intimate with consumers. Despite social media having a significant success in 

many parts of the world in different contexts such as promoting brands to changing political powers, the adoption by the 

banking sector to provide financial services remains relatively low across many parts of the world. The aim of this paper is to 

devise a conceptual framework to better understand the determinants of social media usage among the Banking consumers, 

for consuming financial services in Sri Lanka. 

Key Words: Social Media, Banking, Disruptive Technology 

Introductıon 

Banking as we know it, is undergoing a transformational change across the globe. The new phenomenon is known 

as the contextual banking – providing banking services to customers when they want, where they want it, while 

fitting with their life style. Social media sites such as Facebook and Twitter have revolutionized peoples’ lives 

across the globe shifting even political powers. Usage of Social media sites has been on the rise througout last 

few years, and currently Facebook has over 1.79 billion active monthly users as at November 2016 (Statista, 

2016). The social media sites do more than just connecting people to a network, it provides better usability, better 

customer experience over any device with geo-location capabilities. Thus making the social media, a true digital 

platform which could revolutionize how banking services are offered to customers. 

Lıtreture Revıew 

The Theory Reasoned Action Model 

The Theory Reasoned Action (TRA) model was formulated by Martin Fishbein and Icek Ajzen in 1975 (Fishbein 

& Ajzen, 1975). The TRA is a general psychological theory which has been used to predict different types of user 

behavior ranging from coupon usage (Terence & kavas, 1984), health promotion covering condom usage (Martin, 

2008), renewable energy usage (bang et al, 2000), predicting online grocery buying intention (Hansen et al, 2004), 

predicting utilization of Information technology (Moore et al, 1996), predicting and understanding mothers infant 

feeding intention (Manstead et al, 1983), predicting eating at fast food restaurants (Bagozzi et al, 2014), etc. The 

theory states that an individual’s behavior is determined by one’s intention to perform a behavior, which is also 

influenced by one’s attitude towards the behavior and the subjective norm with regard to the specific behavior.  

 

Figure 1: Theory Reasoned Action (Fishbein & Ajzen, 1975) 

Fishbein and Azjen model has been developed to deal with behaviors (e.g. shopping for a new vehicle) as opposed 

to outcomes or events (e.g. owning a new vehicle) which result from behaviors, and the theory addresses only 

those behaviors that are under a person’s volitional control (Sheppard at al, 1988). Therefore, when performance 
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of some actions require knowledge, skills, or necessity to overcome environmental challenges (e.g. the current 

owner may not accept the offer to purchase), the pre-conditions of the TRA cannot be met.  

Despite TRA providing a generic model to understand the voluntary behaviors, it does not cover the specific 

beliefs that is important in an scenario covering IT usage.  In order to address similar shortcomings, the reseacrhers 

(Fishbein & Ajzen, 1975) have recommended to identify relevant beliefs in advance by using free response 

interviews with the participation of the population. However, this makes TRA both costly and time consuming 

while introducing a considerable sampling error by not been able to identify important beliefs.        

The Technology Acceptance Model 

The Technology Acceptance Model is considered as one of the prominent models to explain and predict user 

adoption of new technology (Legris et al, 2003). TAM is considered as an extension to the Theory Reasoned 

Action (TRA) (Ajzen & Fishbein. 1980), which was proposed by Fred Davis for his doctoral thesis at MIT Sloan 

School of Management (Davis, 1985). 

 

Figure 2: The Technology Acceptance Model (Davis, 1989) 

The TAM can be used to explain how a user’s actual use of technology is influenced by his/ her behavioral 

intentions, attitudes, perceived ease of the system and perceived usefulness of the system (Davis, 1989). Further, 

according to the figure 2, the TAM suggests that external variables impact the intention to use and the actual use 

of the system through the mediated effect of perceived usefulness and perceived ease of use. Further, one’s actual 

use of a new system is impacted by user’s behavioral intentions, attitude, perceived usefulness of the new system 

and perceived ease of use of the new system. 

As suggested by Davis (1989) (Davis, 1989), the future research of Information systems usage needs to address 

other variables that impact usefulness, user acceptance and ease of use. Researchers have extended the TAM by 

adding new constructs such as perceived credibility (Wang et al, 2003) (Luarn & Lin, 2005), perceived financial 

cost (Mathieson et al, 2001), perceived self-efficacy (Agarwal et al, 2000) (Homg et al, 2001) and perceived 

enjoyment (Koufaris, 2002) etc.    

Conceptual framework 

The proposed conceptual model is based on the Theory Reasoned Actioned Model (Fishbein & Ajzen, 1975) and 

the Technology Acceptance Model (Davis, 1989). 

Perceived Risk of Social Media  

Perceived risk refers to the nature and amount of risks perceived by the consumer while contemplating a specific 

purchase decision. Prior to purchasing the product, the consumer considers both anticipated and perceived risks 

(Mohammad et al, 2012). If the perceived risk is high, the consumer may not proceed with the social media based 

product procurement and may switch back to a traditional mode of purchase. However, if the perceived risk is 

low, the social media based product purchase decision may increase.  

Perceived risks mainly arise due to failures in supporting technology infrastructure or due to human error. Mostly 

citied risks in online platforms includes “is my credit card information safe?”, “is the product quality is same as 

what I see on the screen?”, “will I understand how to order and return the merchandise if the need arises”, “what 

if the product is not delivered?” (Mohammad et al, 2012).  
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Yates and Stones (1992) defined the concept of risk using three elements: the potential loss, the significance of 

the loss and the uncertainty of the loss. Hausmann and Williams (2014) have identified 30 risks types categorized 

under 5 headings (including technical, human, content, compliance and reputational) of risks arising from 

companies are experiencing from the business use of social media. Wamba (2014) suggests that perceived risk of 

social media will have a negative effect on the intention to use social media 

A research conducted in South Africa (Balabanoff, 2014) among 373 respondents on mobile banking adoption 

strategies has identified that consumer’s attitude towards adopting mobile banking applications is significantly 

correlated with privacy and risk associated with mobile banking applications. More specifically the research 

suggests that higher the privacy and lower the risk, the consumers’ perception to adopt mobile banking 

applications will increase.   

Alsoufi, A., Ali. H. (2014) in an empirical research conducted in Bahrain among 400 respondents on Customers’ 

perception of m-banking adoption have highlighted that perceived risk has a significant correlation with both 

perceived ease of use and perceived usefulness. Further, the researchers recommend to the banks that the focus to 

be given to the risks which could impact day to day transactions performed through mobile devices in order to 

enhance the customer trust.  

In contrast, Daud et al (2011) have shown that perceived risk has no significant association with intention to adopt 

mobile banking in an empirical research conducted in Malaysia based on the extended Technology Acceptance 

Model (TAM) among 300 banking users. 

H1: There is a relationship between Perceived Risk (PR) and Behavioral Intention to use Social Media (BITUSM) 

Perceived Cost of Social Media 

Perceived cost is defined as the extent to which a person believes that using social media will cost money. Majority 

of the social media platforms available today including Facebook, YouTube and Twitter are free to use. However, 

there are certain specific social media platforms (e.g. LinkedIn Premium) which charges for certain value added 

services.   

Many studies (Barnes and Corbitt, 2003) (Lee et al, 2003) (Suoranta, 2003) (Brown et al, 2003) (Luarn and Lin, 

2005) have been conducted across the world highlighting how the cost is influencing the usage of new technology 

by the consumer. A research done in Taiwan (Tung et al, 2014) highlights that financial cost has a great negative 

effect upon the behavioral intention to use Internet Banking.  Koenig - Lewis et al. (2010) in their research has 

proven that people perceive Internet banking to be a cheaper channel for using banking services compared to other 

channels. 

Cudjoe et al (2015) in an empirical research conducted in Ghana on determinants on mobile banking adoption 

have shown that perceived financial cost has a strong correlation with intention to adopt and use mobile banking 

services. The result showed that the costs associated with mobile banking has a negative effect on intention to 

adopt and use of mobile banking.  

In contrast, Aliyu et al (2014) have identified that cost has no direct correlation of customer service delivery via 

online banking in an empirical research conducted in Malaysia among 283 random people. 

Fathima and Muthumani (2015) have evaluated factors contributing to Internet Banking acceptance in India 

among 350 participants. The researchers have shown that there is a significant correlation among the perceived 

cost and intention to use Internet banking. 

H2: There is a relationship between Perceived Cost (PC) and Behavioral Intention to use Social Media (BITUSM) 

Perceived Advantage of Social Media 

Perceived advantage is the degree to which an innovation is perceived better than the ideas it supersedes (Rogers, 

2003). Singh et al (2010) discovered that the time critical consumers consider the always on functionality is the 

most essential feature that attracts them to use mobile banking. This could be of special importance here as the 

consumers who are using social media are always logged on to the particular platform, compared to a mobile 

banking application where a consumer may log-in only when required. 
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Singh et al (2010) have discovered that the time critical consumers consider the always on functionality is the 

most essential feature that attracts them to use mobile banking. This could be of special importance here as the 

consumers who are using social media are always logged on to the particular platform, compared to a mobile 

banking application where a consumer may log-in only when required. 

Nyeko et al (2014) have shown that relative advantage is positively correlated with SMS banking adoption in an 

empirical research conducted in Uganda. Further, the research shows that the influence of relative advantage of 

SMS banking adoption on individual intention is also moderated by the gender. 

H3: There is a relationship between Perceived Advantage (PA) and Behavioral Intention to use Social Media 

(BITUSM) 

Perceived Ease of Use of Social Media 

Perceived ease of use is defined as the degree to which a person has confidence in the fact that using a particular 

technology will be free of effort (Davis et al., 1989). A research done among 2556 social media users from their 

workspaces covering Australia, UK, Canada, India and US in January 2013, has revealed that Perceived ease of 

use has a positive effect on the intention to use social media (Wamba, 2014) among other variables. 

A research done in the United States among 197 University students for identifying technology acceptance for 

communications, suggests that when the technology is hedonic, the effect of perceived ease of use on behavioral 

intention will increase (Im et al, 2007).  

Asfour & Haddad (2014) in an empirical research conducted in Jordan to determine the impact of Mobile Banking 

on Enhancing Customers' E-Satisfaction has identified that ease of navigation is positively correlated with the 

customer’s e-satisfaction. The researchers further elaborate that ease of navigation would increase the customers’ 

convenience, thus by encourage more usage and satisfaction. 

H4: There is a relationship between Perceived Ease of Use (PEOU) and Behavioral Intention to use Social Media 

(BITUSM) 

Perceived Usefulness of Social Media 

Perceived usefulness is defined as the degree to which an individual considers that using a specific technology 

will enhance his or her job performance (Davis et al., 1989). A research conducted in Australia (Wamba, 2014), 

Canada, India, the UK and the US among 2556 participants, perceived usefulness has been identified as having a 

positive effect on increasing the social media usage among workers.  

Shanmugam et al (2014), who conducted an empirical research among participants in 3 universities in Malaysia 

to determine the antecedents of behavioral intention to use mobile banking, have found out that perceived 

usefulness has a positive effect on behavioral intention to use mobile banking. Further, perceived usefulness 

positively correlates with attitude towards using mobile banking.  

In an empirical research conducted in India (Kumbhar, 2011) among 200 participants, researchers have shown 

that the convenience and the brand perception are positively correlated on a study on factors affecting the customer 

satisfaction in e-Banking. 

H5: There is a relationship between Perceived Usefulness (PU) and Behavioral Intention to use Social Media 

(BITUSM) 

Behavioral Intention to Use Social Media and Social Media Usage 

A research done in South Africa (Balabanoff, 2014) on consumer behavior, acceptance and adoption strategies 

using the modified version of the decomposed theory of planned behavior suggests that variables attitude, 

perceived behavioral control and subjective norms have a positive correlation towards consumer’s adoption of 

mobile apps. 

Nyeko et al (2014) in an empirical research to determine the factors influencing the SMS banking adoption have 

highlighted that there is a strong positive relationship between financial cost, quality of Internet connectivity, 
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complexity and trialability as far as SMS banking adoption is concerned. While age and gender also has played a 

significant influence. 

Masreak et al (2012) suggests that consumer’s intention to adopt mobile banking could be increased provided that 

the trust in mobile phone technology, trust in mobile telecommunication provider and trust in mobile banking 

service provider can be increased.  

In an empirical research conducted in Malaysia (Shanmugam et al, 2014), the researchers have shown that 

perceived usefulness, perceived benefit and perceived credibility were the factors affecting users having intention 

to adopt mobile banking. 

H6: There is a relationship between Behavioral Intention to Use Social Media (BITUSM) and Social Media Usage 

(SMU) 

Demographic Characteristics: Level of Education and Age Group 

A research done in the United States to determine the factors influencing the technology acceptance for 

communications has identified the gender as a significant moderating variable [34] indicating that the impact on 

perceived usefulness on behavioral intention is slightly stronger for males in comparison to females. However, 

there is no notable impact from experience as a moderator.   

Hong et al (2013) [35] in an empirical survey conducted in Malaysia on factors influencing the adoption of Internet 

banking, have found that income and education are significantly influencing the adoption of internet banking. 

However, age and gender are not significantly impacting the adoption of internet banking. 

Nyeko et al (2014) [28] in an empirical research to determine the factors influencing the SMS banking adoption 

have highlighted significant role played by the demographic variables age and gender. 

A research done in the United States to determine the factors influencing the technology acceptance for 

communications has identified the gender as a significant moderating variable (Im et al., 2007), indicating that 

the impact on perceived usefulness on behavioral intention is slightly stronger for male in comparison to females. 

However, they couldn’t find any notable impact on experience as a moderator (Im et al., 2007).   

An empirical research conducted in Jordan (Asfour & Haddad, 2014) to determine the elements impacting the 

customer e-satisfaction has looked at the demographic data including the bank name, gender, age, education. 

H7: Age group moderates the relationship between Behavioral Intention to Use Social Media (BITUSM) and 

Social Media Usage (SMU) 

H8: Level of Education moderates the relationship between Behavioral Intention to Use Social Media (BITUSM) 

and Social Media Usage (SMU) 

Based on the literature review, the following conceptual framework was developed as depicted in figure 3.  

 

Figure 3: The Conceptual Model 
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As illustrated in figure 3, the dependent variable of this research is ‘social media usage’ (SMU), while ‘perceived 

risk’ (PR), ‘perceived cost’ (PC), ‘perceived advantage’ (PA), ‘perceived ease of use’ (PEOU), ‘perceived 

usefulness’ (PU) are the independent variables. The variable ‘behavioral intention to use Social Media’ (BITUSM) 

is a mediating (or intervening) variable. Variables ‘Age Group’ and ‘Level of Education’ are considered as 

moderating variables. 

Methods 

The proposed research is of quantitative of nature and the research instrument (a questionnaire) has been prepared 

based on the literature review. The population of this research consists of banking consumers who have already 

subscribed to a Facebook page of a Bank operating in Sri Lanka. The research is not conducted to measure the 

behavioral intentions to use social media in relation to a particular bank, hence respondents will be randomly 

approached at offices, cafes, banks, shopping centers, educational establishments, etc. A pilot survey will be 

carried out followed by informal discussions with the participants to obtain feedback and ascertain whether the 

constructs fulfil both validity and reliability requirements. 

The stability and consistency of the instrument will be shown via reliability measurements using the Cronbach’s 

alpha. Thus the Reliability ensures the consistency of the findings, while the validity is concerned on whether the 

findings are in line with “what they are appear to be about”. Factor analysis for the constructs perceived risk, 

perceived cost, perceived advantage, perceived ease of use, perceived usefulness will be calculated using SPSS 

Software. The five constructs are considered as the independent variables in the conceptual model. These 

constructs will be measured on a 5 point Likert scale ranging from strongly agree (denoted by 5) to strongly 

disagree (denoted by 1).  

The relationship among behavioral intention to use social media (BITUSM) and Social media usage (SMU) will 

be performed using regression analysis. The moderation effect of age and knowledge on the relationship among 

the behavioral intention to use social media (BITUSM) and social media usage (SMU) will also be tested using 

regression analysis. 

Discussion 

Sri Lankan government’s new initiative titled “Internet Connectivity, a citizen’s right” it is expected to cover the 

most part of Sri Lanka with Internet connectivity. This will no doubt increase the number of social media users, 

and banks will have to innovate to stay relevant and competitive. This research will identify the causal factors 

affecting the consumer usage of social media for banking services while, analyzing the impact of behavioral 

intention to use social media and social media usage. Further, the research will also look at whether the Level of 

Education and Age group plays a mediating role among the behavioral intention to use social media and social 

media usage. Perceptive to these causal factors, banks can present different features in their software, marketing 

campaigns or could launch awareness campaigns to address other consumer concerns such as privacy and 

information security to attract more consumers to banks social media platform.  

The findings of this study will provide an insight into level of education, age group of the consumers and their 

expectations. This will help Sri Lankan banks in adopting social media to prioritize their projects. Further, banks 

can use findings from this research to fine tune their marketing strategies. Thus, this research will contribute to 

country’s economic growth. 
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Abstract 

“Innovation” is a trendy word in the current era of knowledge based economy. For today’s business organizations, creation 

and exploitation of knowledge have become a competitive advantage. Moreover, the global competition has been strengthened 

due to rapid developments in Information Technology. Hence, due to this competition, organizations are searching for 

innovative products, processes, and technologies to win the markets. This paper discusses the importance of innovation 

performance in presence of R&D, knowledge management practices and market oriented organization culture. This paper 

intends to examine the dimensions that are expected to influence innovation performance of an organization. A conceptual 

framework is developed by considering,  the direct impacts from R&D Management Practices, Knowledge Management 

Practices, and Market Orientation on Innovation Performance. In addition, the proposed framework  tests moderating impacts 

of Resource Support and Management Style & Leadership on the above mentioned relationships. The research framework is 

supported by well established literature and then conceptual framework is developed with a positivistic approach. The proposed 

model will be used to survey the  Software Development industry  in Sri Lanka.  This research framework is capable of 

examining the same research problem in other industries. 

Key Words: Innovation performance, Research and Development, Technology led strategy, Knowledge Management, 

Market Orientation, Management Style 

Introductıon 

In the era of knowledge-based economy, the proverb in any industry is that “Knowledge is power” (Huang & Lin, 

2006). The knowledge has become a competitive element within the zone of Information Technology. The global 

competition has been strengthened by the rapid development of information technology. The speed of “go to 

market” is accelerating at an exceptional rate (Huang & Lin, 2006). Hence, innovation is the key to the future 

success in any industry.  

When innovation is expected by other parts of organizations, it will be a critical component of all Research & 

Development (R&D) activities. Some organizations rely on R&D for growth via new product or process 

introduction; as well as to stimulate incremental improvements in existing product or process. On the other hand, 

certain organizations do not perform R&D practices and they consider R&D as an unnecessary expense. They 

may either outsource their R&D activities or acquire others’ innovative developments. Understanding all the roles 

of R&D and by recognizing the value in each role, will be a key to properly support and enhancing innovation 

process in organizations. 

In the Sri Lankan IT-BPM Industry Review 2014, Sri Lanka Association of Software and Service Companies 

(SLASSCOM) has mentioned that with the improved economic conditions, global demand for IT-BPM software 

and services has been on the rise at USD 1.2 trillion in 2013, 4.5% growth over 2012. This increase is reflected 

across all segments when compared with 2012 (SLASSCOM, 2014). Table 1 describes the growth in global tech 

spend by sector. 

Table 1: Growth in Global Tech Spend by Sector (Source: SLASSCOM) 

 2013 2014E 

IT Services 3.10% 3.90% 

BPM 5.60% 5.70% 

Software Products 5.90% 6.10% 

 

In Sri Lanka, the Software Development industry has grown in the last couple of decades due to improvements of 

technical infrastructure, information technology education, and investment friendly environment. Sri Lanka 

ranked among the top 5 emerging countries with a sound business climate (SLASSCOM, 2014). Sri Lanka’s 

enviable geographic location at the southern tip of India places it at the crossroads connecting South Asia, Far 

East and the Pacific with Europe and the Americas (SLASSCOM, 2014). Sri Lanka has been graduated to a 
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middle-income emerging market status, and it is working towards converting the strategic location advantage to 

position itself as the economic hub for the region (SLASSCOM, 2014). The local and foreign investors are ready 

to invest in the Sri Lankan Software Development industry. The competition in the Sri Lankan Software 

Development industry has been growing due to global market competition. To maintain the position in the 

industry, Software Development companies use Innovation as a strategic weapon. Therefore, innovation is 

identified as an important factor for the growth in the Software Development industry (Herbsleb & Moitra, 2001). 

Companies like Google, continues to grow exponentially by continuously managing their innovation process. 

They have striven for continual innovation, not instant perfection, and given an enormous place for ideas and 

imaginations (Wojcicki, 2011). 

Research Problem 

The innovation capability is deeply embedded in the human mind and it is difficult to imitate with the help of 

technologies. The R&D or innovation teams in Software Development companies are responsible for most of their 

product innovations. Therefore, they play a major role in the sustainability of the business and the improvements 

of innovation performance.  

In the Sri Lankan context, various levels of attempts have been made by Software Development companies for 

their R&D focusing on product innovations. However, these companies are struggling to get the optimum outcome 

from their R&D function. Thus, the companies need to follow appropriate frameworks to gain innovation 

performance through R&D, knowledge management practices, and market orientation. As a result, they will be 

able to achieve a higher level of innovation performance (Beheshti, 2004). Based on the above understanding, this 

study proposes a conceptual framework to examine how R&D Management Practices, Knowledge Management 

Practices and Market Orientation affect innovation performance of an organization.  

Scope 

The theoretical scope of this paper focuses on the areas, namely, R&D management practices, Knowledge 

Management Practices, Market Orientation, and innovation performance. Thus, this study incorporates with five 

research constructs; R&D Management Practices, Knowledge Management Practices, Market Orientation, 

Management Style & Leadership and Resource Support. These constructs are designed to assess the Sri Lankan 

Software Development industry, whereas the model is applicable globally. 

Objectıve 

The main objective of this study is to formulate a framework to examine how R&D Management Practices, 

Knowledge Management Practices, and Market Orientation affect innovation performance. Furthermore, the same 

framework intends to investigate whether the Resource Support and management & leadership style moderate the 

above mentioned impacts from R&D and Knowledge Management practices, and market orientation on 

Innovation Performance. 

Lıterature revıew 

In the current era, the competition in any industry exponentially increases and all organizations, are focusing on 

technology strengths (Coombs, 1996). Coombs (1996) documents that work skills, financial & physical resources, 

and more importantly, technology are enhancing the mobility in every business. This helps them to become 

successful in global competition with the need to employ technology to maintain an edge in product quality and 

innovation. Skills in managing R&D effort have influenced the success of the organization. Huang & Lin (Huang 

& Lin, 2006) observed innovation capabilities as the ability to effectively acquire, and use skills and knowledge 

to improve existing technology, and produce new products and technologies. Therefore, the innovation capability 

is the integration of certain abilities to deliver performance. The innovation process consists of a series of activities 

in the areas of science, technology, organizational finance and commerce (Shyu & Chiu, 2002). Wadhwa & Bhoon 

(2006) claimed that the innovation will be revealed when it is successfully commercialized. 

The management of knowledge is frequently identified as an important originator of innovation (Darroch & 

McNaughton, 2002). The innovation process comprehensively depends on organization’s knowledge and its 

management, because human capital is an important component of running any type of business (Gloet & 

Terziovski, 2004). Gloet & Terziovski (2004) investigated that organizations are not consistent in their Knowledge 

Management approaches when the KM approaches are driven mainly within an information technology platform 
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or humanist framework (Gloet & Terziovski, 2004). Gloet & Terziovski (2004) explored the relationship between 

KM approaches and innovation performance through a preliminary study focusing on the manufacturing industry. 

Moreover, Bengt‐Åke Lundvall & Peter Nielsen (2007) claimed that product innovation is a significant factor of 

competition. For the establishment of “Learning organizations” knowledge management must be a principal 

component (Lundvall & Nielsen, 2007). 

The success of a new product on the market is significantly influenced by marketing activities. Therefore, 

innovation performance of R&D team should be measured only up to the point at which promising, marketable 

products are generated. As long as new products or improvements to products are supposed to have market 

potential, then R&D team should not be held accountable for, whether products are marketed successfully or not 

(Huang & Lin, 2006). Thus, market orientation of an organization can be expected as another driver of the 

innovation performance. 

Methodology 
 

This section describes the methodology which is used to develop the conceptual framework of this study. By following a 

comprehensive literature review on existing related constructs and frameworks, the operationalization of the variables is 

carried out. The research framework is formulated with the positivistic approach, assuming that the relationships documented 

in prior literature are valid and true. 

Proposed Conceptual Framework 

The proposed conceptual framework is illustrated in Figure 1 which demonstrates the impact of R&D, knowledge 

management, and market orientation on innovation performance of an organization. 

 

 

Figure 1: Conceptual Framework 

Here, Innovation performance is defined as the dependent construct while the R&D Management Practices, 

Knowledge Management Practices and Market Orientation are defined as the independent constructs. In the 

framework in Figure 1, Management Style & Leadership and Resource Support are defined as the moderator 

constructs.  

 
Measurement of the Varıables 

Table 2 summarizes all constructs used in this study along with the underlying literature being sourced. 

Table 2: Variables, Number of Items and the Sources Which the Items were Adopted 

Constructs Number of Item scales Source 

R&D Management Practices 5 item scale (Huang & Lin, 2006) 

Knowledge Management Practices 3 item scale 

 

(Wang & Ellinger, 2008)  

(Darroch & McNaughton, 2002) 

Market Orientation 3 item scale Author Defined (Via industry expert 

opinion) 
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(Han, Kim, & Srivastava, 1998) 

Innovation Performance 3 item scale (Huang & Lin, 2006) 

Resource Support 2 item scale (Huang & Lin, 2006) 

Management Style & Leadership 3 item scale (Huang & Lin, 2006) 

A Self-administered questionnaire is developed to collect data required to measure the constructs listed in Table 

1. Each indicator item under a construct consists is measured using a 5 point -Likert scale (5=Strongly Agree and 

1= Strongly Disagree). 

Proposıtıons of the Study 

According to the conceptual framework in Figure 1, following propositions have been derived. 

P1 -  There is a positive relationship between R&D Management Practices and Innovation Performance  

P2 -  There is a positive relationship between Knowledge Management practices and Innovation Performance  

P3 -  There is a positive relationship between Market Orientation and Innovation Performance  

P4 -  Management style & Leadership moderates the relationship between R&D Management Practices, 

 Management practices, Market Orientation, and Innovation Performance  

P5 - Resource Support moderates the relationship between R&D Management Practices, Knowledge 

Management practices, Market Orientation, and Innovation Performance  

These propositions are expected to be empirically tested as hypotheses followed by a sampling survey in the 

Software Development industry in Sri Lanka.  

 
Conclusıons 

 
This study proposed a model to examine on how Innovation Performance of an organization is driven by R&D 

Management Practices, Knowledge Management Practices and Market Orientation. Furthermore, this model 

contributes to investigate the moderating effect of the above relationships due to Management Style & Leadership 

and Resource Support. This model extends the existing body of knowledge in Innovation Performance, R&D 

Management Practices, Knowledge Management Practices and Market Orientation with a comprehensive 

investigation of relationships among those constructs. 

In addition to theoretical contributions, this article will be created useful contributions for practitioners. Initially, 

organizational practitioners would be benefited by developing awareness about relevant attitudes towards 

Innovation Performance. R&D Managers can understand the most significant factors which affect the innovation 

performance. Therefore, this study would be an ideal kick off for the new concept for innovation performance, 

because R&D management, knowledge management and market orientation are accommodated in the model. For 

future research studies, this model can be tested for many industries locally and globally. 

References 

 
Beheshti, H. M. (2004). Gaining and sustaining competitive advantage with activity based cost management 

system. Industrial Management & Data Systems, 104(5), 377–383. 

https://doi.org/10.1108/02635570410537462 

Coombs, R. (1996). Core competencies and the strategic management of R&D. R&D Management - Wiley Online 

Library. https://doi.org/10.1111/j.1467-9310.1996.tb00970.x 

Darroch, J., & McNaughton, R. (2002). Examining the link between knowledge management practices and types 

of innovation. Journal of Intellectual Capital, 3(3), 210–222. 

https://doi.org/10.1108/14691930210435570 

Gloet, M., & Terziovski, M. (2004). Exploring the relationship between knowledge management practices and 

innovation performance. Journal of Manufacturing Technology Management, 15(5), 402–409. 

https://doi.org/10.1108/17410380410540390 

Han, J. K., Kim, N., & Srivastava, R. K. (1998). Market Orientation and Organizational Performance: Is 

Innovation a Missing Link? Journal of Marketing, 62(4), 30. https://doi.org/10.2307/1252285 

Herbsleb, J. D., & Moitra, D. (2001). Global software development. IEEE Software, 18(2), 16–20. 

https://doi.org/10.1109/52.914732 



64 

 

Huang, E. Y., & Lin, S. (2006). How R&D management practice affects innovation performance: An investigation 

of the high‐tech industry in Taiwan. Industrial Management & Data Systems, 106(7), 966–996. 

https://doi.org/10.1108/02635570610688887 

Lundvall, B., & Nielsen, P. (2007). Knowledge management and innovation performance. International Journal 

of Manpower, 28(3/4), 207–223. https://doi.org/10.1108/01437720710755218 

Shyu, J. Z., & Chiu, Y. (2002). Innovation policy for developing Taiwan’s competitive advantages. R&D 

Management, 32(4), 369–374. https://doi.org/10.1111/1467-9310.00267 

SLASSCOM. (2014). Sri Lankan IT/BPM Industry 2014 Review (Review). SLASSCOM & 

PRICEWATERHOUSECOOPERS. Retrieved from 

https://slasscom.lk/sites/default/files/Sri%20Lankan%20IT-BPM%20Industry%20Review%202014.pdf 

Wang, Y.-L., & Ellinger, A. D. (2008). Organizational Learning and Innovation Performance: A Review of the 

Literature and the Development of a Conceptual Framework and Research Hypotheses. Retrieved from 

http://eric.ed.gov/?id=ED501671 

Wojcicki, S. (2011). The Eight Pillars of Innovation – Think with Google. Retrieved March 31, 2016, from 

https://www.thinkwithgoogle.com/articles/8-pillars-of-innovation.html  



65 

 

CUSTOMER RELATIONSHIP MANAGEMENT (CRM) PRACTICES 

TOWARDS CUSTOMER BRAND ENGAGEMENT- EVIDENCE FROM 

HOTEL INDUSTRY IN SRI LANKA 

 
K.G.N. Kumarapeli1, G.D.Samarasinghe2, G.N Kuruppu3 

1,2,3 Department of Management of Technology, University of Moratuwa,Sri Lanka 

Abstract 

Hotels are ever more seeking customer participation and engagement with their hotel brands. Customer relationship 

management (CRM) is one of the critical strategies that can be employed by hotels to advance competitive advantage. CRM 

is a business strategy to select and manage the most valuable customer relationships. Despite significant practitioner interest, 

scholarly inquiry into the CRM practices and its effects on customer brand engagement (CBE) has emerged in the literature 

recently. Further, this is less investigated in the hotel industry in Sri Lanka. Therefore this study addresses knowledge gap by 

undertaking a literature review in this area, and developing a conceptual model. The conceptual model is empirically validated 

by the survey research approach. The study is performed at hotels in western province Sri Lanka.  The study engages 

quantitative approach and is based on 235 respondents including general managers, IT Managers, Customer representatives 

and senior employees in Sri Lanka hotel industry. The proposed model of customer relationship management practices towards 

customer-brand engagement is then presented and tested based on structural equation modelling (SEM) using Smart PLS and 

SPSS 24 statistical tool. The findings show that customer relationship management practices are significantly related to 

customer brand engagement with mediation of marketing capability in hotel industry Sri Lanka. The study has implications 

for both academic and industry practitioners in the Sri Lanka hotel industry. 

Key Words: Customer Relationship Management, Customer Brand Engagement, Marketing Capability, Hotel Industry  

 

Introductıon 

 
Today’s increasingly technology-savvy hotel guests travel with various technologies, such as smart watches, 

mobile phones, tablets, and laptops, and they use them to pre-check into their hotel rooms, browse the Internet, 

work, and, most importantly, purchase hotel products, services, and amenities during their stays (Gaffney, 

2014).Predicated on the views that strong customer relationships are important contributors to customer brand 

engagement which leads in turn to corporate profitability. Customer focus and relationship management have 

become fundamental marketing and business philosophies for many companies seeking competitive advantage. 

Establishing, maintaining and enhancing customer relationships have always been an important aspect of business. 

However, over the last few years there has been a significant increase in CRM related research (Kamakura et al., 

2005; Ngai, 2005). Although CRM is considered by many academics to be a business philosophy closely related 

to relationship marketing. Marketing academics have begun to explore and understand the linkage between CRM 

technology, relationship marketing and business relationships as providing opportunities for sustainable 

competitive advantage.  

Improvements in CRM technology enable businesses to implement CRM systems that can create practical mass 

customization marketing programs, based on marketing techniques. Many academics and practitioners continue 

to believe that CRM technology offers the potential for substantial benefits to corporations through improved 

customer relationships, customer retention, satisfaction, customer brand engagement and enhanced profitability 

(Bohling et al., 2006; Payne & Frow, 2005). The challenge many enterprises face is realizing the considerable 

advantage brought about by leveraging CRM practices, relationship marketing and customer brand engagement 

effectively (Chalmeta, 2006; Ngai, 2005).The goal of CRM is to line up business processes and customer 

strategies for long term customer loyalty and profitability (Rigby et al., 2002).Customer relationship management 

(CRM) technology has attracted significant attention from researchers and practitioners as a facilitator of customer 

brand engagement. Customer relationship management (CRM) supports businesses to gain an insight into the 

behavior of their customers and modify their business operations to make sure that customers are served in the 

best possible way. Customer brand engagement brings out many benefits within a company that significantly 

influence the overall success of the hotel. Customer brand engagement identifies the long term value of customer 

loyalty with the key principle of retention by satisfying requirements through a mutually beneficial 

relationship. Tourism is a fast growing industry. Sri Lanka has a growing tourism industry within the post war 

period. Sri Lanka has continued to attract foreign investors and tourists to the island. The research is very 

important for the Sri Lanka Tourism Development Authority to mind map how CRM practices influenced for 

customer brand engagement. 
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Highly customer-oriented salespeople engage in behaviors aimed at increasing long-term customer satisfaction 

(Abeysekera & Wickramasinghe, 2013). As another important piece of information, (Schwepker, 2003, 

Abeysekera & Wickramasinghe, 2013) emphasized that customer-oriented selling attempts to satisfy customers 

and ultimately build relationships. Furthermore, (Thurau, 2003, Abeysekera & Wickramasinghe, 2013) argued 

that customer orientation as a core element of the marketing concept and is especially crucial to the concept of 

CRM. They claimed that customer orientation is a main condition for the better CRM. Highly customer-oriented 

personnel emphasize and identify better needs and wants of their customers (Kilic and Dursun, 2007).CRM 

technology and customer orientation will be heading to perfect customer brand engagement.  

Research problem 

Prior marketing research indicates that CRM applications are not uniformly delivering anticipated business 

improvements (Reinartz et al., 2004). The problem may stem from factors such as lack of customer orientation 

(Rigby et al., 2002a).The high end hotels(5-4 stars) in Sri Lanka consisted with better CRM technology that 

weren’t reached to expected level of customer brand engagement. Even though some low stars and unclassified 

hotels in Sri Lanka don’t practice much CRM technology that has fulfilled better customer brand engagement. 

This gap has identified with the discussion of hotel industry experts. This gap will be heading to identify CRM 

technology and what are the rest of factors in CRM will fill this gap to achieve customer brand engagement of 

hotels in Sri Lanka.    

The main research problem of this study can be mentioned as follows: 

How could customer relationship management be utilized as a tool to enhance customer brand engagement 

in the hotel firms in Sri Lanka?  

Objectives  

The main objective of the study to ascertain the factors of customer relationship management practices and 

customer brand engagement in the Sri Lankan hotel firms. The research also finds out mediation effect of 

marketing capability and moderating effect of hotel characteristics for relationship between CRM practices and 

CBE. Finally study targets to recommend policies and strategies to attract more high-end customers to hotels in 

Sri Lanka. 

Lıterature Revıew 

 
As a fundamental component of its CRM strategy, an organization must establish a means of ranking customers 

to identify the most valuable and then servicing them differentially (Haley and Watson, 2002).CRM practices, 

many companies and practitioners are concerned about the return on investment from CRM (Brown & Vessey, 

2003; Croteau & Li, 2003; Gummesson, 2004; J. W. Kim et al., 2004; Lemon et al., 2002; Reinartz et al., 

2004).Knowledge management plays a key role in CRM practices (Romano & Fjermestad, 2003). 

With advances in technology, the proliferation of the Internet, and the emphasis on marketing techniques, 

customer relationship management (CRM) has become a key focus of marketing (Palmatier, Gopalakrishna, & 

Houston, 2006; Payne & Frow, 2005).The marketing discipline is fundamentally concerned with understanding 

customer needs and requirements; delivering value to customers resulting in high levels of customer satisfaction; 

pursuing long-term relationships and brand engagement with customers; and providing positive customer 

experiences when dealing with the firm (Jayachandran, Sharma, Kaufman, & Raman, 2005; Moorman & Rust, 

1999; Webster, 1992).An underlying premise is that relationship marketing provides value for the firm and is an 

essential element of the marketing concept (Grönroos, 1989; Morgan & Hunt, 1994; Reichheld, 1996). 

Customer relationship quality and brand engagement often emphasized the importance of involvement, rapport, 

satisfaction, and commitment” (Dorsch, Swanson, & Kelley, 1998, p. 130).The leading view of customer-brand 

engagement involves ‘the level of an individual customer’s motivational, brand-related and context-dependent 

state of mind characterized by specific levels of cognitive, emotional and behavioral activity in direct brand 

interactions’(France, Merrilees, & Miller, 2016). The engagement concept initiates in disciplines including 

psychology, sociology and organizational behaviour (Brodie et al., 2011). Marketing conceptualizations are led 

by discussions of engagement as a process of building loyalty (France et al., 2016) and as customer behavior 

(France et al., 2016). 
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Customer Brand engagement is an important concept in the holistic development of marketing capability in order 

to meet its intended goals and objectives. (Vivek, Beatty, & Morgan, 2012) recommended that marketing 

strategies can be considered as either offensive or defensive. Prior studies encourage the consideration of customer 

brand engagement in the development of marketing capabilities (e.g. Brodie et al., 2011; Sprott et al., 

2009).Customer brand engagement concept has emerged in an important new direction for customer management 

for business success durability as a result of long term customer relationships (Verhoef et al., 2010).Despite the 

ongoing implementation problems to date, many academics and practitioners continue to believe that CRM 

practices offers the potential for substantial benefits to corporations through improved customer relationships, 

customer retention, satisfaction and enhanced profitability (Bohling et al., 2006; Payne & Frow, 

2005).Fundamental to CRM strategy development and success, from a marketing outlook, is the need to embrace 

ongoing relationships with customers (Abbott et al., 2001). 

In the research performed it was determined (Jasinskas, Streimikiene, Svagzdiene, & Simanavicius, 2016; Boon-

Liat & Zabid, 2013; Markovic & Raspor, 2010) that the higher the hotel category according to the star 

classification system, the higher the quality of services provided by them. The customer paying a higher price 

usually expects better quality, however, whether he remains loyal and stays in the same hotel again after having 

received the higher quality. Boon-Liat & Zabid, (2013), having interviewed the guests of Malaysian hotels, 

ascertained that perceived service quality is highly related to customers’ satisfaction, which ensures higher loyalty 

of customers. Outside hospitality, the literature accumulated contradictory findings regarding the role of firm size 

in influencing the relationship between e-commerce and financial performance (DeFranco, Agnes L, Morosan, 

Cristian, & Hua, Nan, 2015) .(Chen and Hambrick, 1995; Donaldson, 2001; Hambrick et al., 2005; Van de Ven 

and Jeurissen, 2005) suggested that the impact of e-commerce expenses depends on firm size due to economies 

of scale and scope.  

Method 

 
This section presents to execute the study and achieve the objectives. First, it discusses the conceptualization of 

the study and then it develops the hypotheses necessary to address the research questions based on literature 

review. Further, it touches upon operationalization of key constructs and the research design including sampling 

framework, research method, data collection, questionnaire development and data presentation and analysis. 

Conceptual Framework of the Study 

 
Figure 1: Conceptual Framework (Source: Authors Developed Through Literature Review) 

Following hypotheses were developed based on the above conceptual framework shown in figure 1. 

 

H1:  Customer relationship management practices have a significant influence on customer brand 

engagement. 
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H2:  Customer relationship management practices have a significant influence on marketing capability. 

H3:  Marketing capability has a significant influence on customer brand engagement.  

H4:  The influence of CRM practices on customer brand engagement is mediated by marketing capability. 

H5:  The influence of CRM practices on customer brand engagement is moderated by hotel category and hotel 

size.  

 

Research Desıgn  

 

This section presents the nature of the design employed by the study, in order to accomplish the objectives of the 

study. This covers the sampling framework including population, unit of analysis, sample size, sample elements 

and sampling method, research method, data collection including formation of survey questionnaire and data 

presentation and analysis techniques. 

The population of the study is the hotels in Sri Lanka. Hotels are selected as 1 star, 2 stars, 3 stars, 4 stars, and 5 

stars and unclassified. Sample size is selected 47 hotels as unit of analysis and 235 above mentioned employees 

as sample elements for the survey. Authors have used stratified random sampling method. The quantitative 

research method is used to collect primary data from hotel employees in Sri Lanka through administering 

structured questionnaire. The hotels located in the Western province in Sri Lanka are included in the study. In 

order to collect the data necessary to measure the constructs related to the subjects of the study, it is required to 

distribute 2 parts of structured questionnaire.1st part is distributed to general managers, IT managers, and front 

office manages, 2 senior employees as the elements of the target population.1st part is covered CRM practices, 

Marketing capability and Hotel characteristics indicators.2nd part is distributed to general managers, front office 

manages, customer representative and  2 senior employees .This is covered the customer brand engagement 

indicators. We distributed 2nd part to above elements hence customers approach is technically difficult. Structured 

questionnaire is distributed as a google form and hand over with hotel visits with few in-depth interviews. The 

questionnaire is included with 63 indicator questions. Authors received 183 responses (Response rate = 77.87%) 

for the questionnaire. The data for the study were collected from 09/2016 to 11/2016. The study is a cross-sectional 

in time-horizon. Data analysis consists of both descriptive and inferential statistical analysis in addition to test of 

reliability and validity of the measurement scales. The Statistical Package for Social Sciences (SPSS) version 24 

and Smart PLS 3 are used for data analysis. 
 

Data Analysis  

  
Confirmatory factor analysis has been performed. The indicators were removed less than 0.7 and sig 

>.05.Covergent validity is checked and AVE>0.5. Composite reliability is also checked >0.7 less biased than 

Cronbach’s alpha. Discriminant validity is checked and the figures should be less than AVE figure got for 

convergent validity. Mean was computed for each variable that include indicators. Outer model switched to 

formative measures. P-Values have checked in outer model variable. Variables were removed >.05 P-Values. 

Multicollinearity has checked with outer VIF values. 

 

Fındıngs and Dıscussıon  

 
This section presents analysis and discussion of the findings of the study. Adjusted R2  of the analysis showed 

70.7% customer brand engagement which indicates that the model explains 70.7% all the variability of the 

response data around its mean. Adjusted R2 of the analysis showed 60.2% marketing capability which indicates 

that the model explains 60.2% all the variability of the response data around its mean.  

Figure 2 shows all the path coefficient (beta) values with respective significance levels (P values) in the 

parenthesis. The statistical results indicate that two of the path coefficients are significant. Those are path from 

CRM practices to marketing capability and marketing capability to customer brand engagement.  The statistical 

results indicate that two of the path coefficients are not significant. Those are the path from hotel size * CRM 

practices to customer brand engagement and hotel category * CRM practices to customer brand engagement. As 

shown in the figure 02, the path coefficients from CRM practices to marketing capability is 0.767 with 

corresponding P - value of 0.000 which shows significant positive impact of CRM practices on marketing 

capability. Hence, the hypothesis two is accepted. The path coefficients from marketing capability to customer 

brand engagement is 0.904 with corresponding P - value of 0.000 which shows significant positive impact of 

marketing capability on customer brand engagement . Hence, the hypothesis three is accepted. Therefore, the 

current study confirms that customer relationship management (CRM) practices in the hotel sector have a 

significant positive influence on hotel marketing capability. Also it confirms that marketing capabilities in the 

hotel sector have a significant positive influence on hotel customer brand engagement. Therefore, the current 
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study confirms that influence of CRM practices on customer brand engagement is mediated by marketing 

capability in hotel sector in Sri Lanka. Hence, the hypothesis four is accepted. First hypothesis on the direct effect 

of the CRM practices on the customer brand engagement was not accepted. The path coefficient from CRM 

practices to customer brand engagement is -0.065with corresponding P - value of 0.359. 

 

Figure 2: Estimated PLS Path Model 

Fifth hypothesis on the moderating effect of the hotel size on the relationship between CRM practices and 

customer brand engagement was not accepted. The path coefficient from hotel size *CRM practices to customer 

brand engagement is 0.074 with corresponding P - value of 0.190. .  Therefore, there is no moderating effect of 

hotel size* CRM practices on customer brand management. These finding accounts for the size of the hotel cannot 

always be a major determinant of CRM based investments in the Sri Lanka hotel sector. This suggests that hotels 

can have CRM practices leading to customer brand engagement regardless of the size of the hotel in the modern 

information technology era. Similarly, the mix findings of the study carried out by DeFranco, Agnes L, Morosan, 

Cristian, & Hua, Nan (2015) support the findings. Explaining the situation Bull (2003) highlighted that lack of 

knowledge pertaining to the concept of CRM as a critical issue observed in numerous large scales CRM system 

implementations.  Sixth hypothesis on the moderating effect of the hotel category on the relationship between 

CRM practices and customer brand engagement was not accepted. The path coefficient from hotel category *CRM 

practices to customer brand engagement is -0.053 with corresponding P - value of 0.251. This can imply that when 

a hotel advances in term of classification, the impact of the relationship between CRM practices and customer 

brand engagement was not moderated. As explained by Fjermestadt and Romano (2003) once the hotel advances 

in term of classification, they are more towards to electronic customer relationship management (e-CRM) but that 

up to 50% of implementations yield unsatisfactory returns, due to functional non-usability and user and 

management resistance factors. The table 01 provides the summary of test results of hypotheses 

Table 1: Summary of Hypothesis Test 

Hypothesis Accepted/ 

Rejected 

H1: Customer relationship management practices have a significant influence on customer brand 

engagement. 

Rejected 

H2: Customer relationship management practices have a significant influence on marketing capability Accepted 

H3: Marketing capability has a significant influence on customer brand engagement. Accepted 

H4: The influence of CRM practices on customer brand engagement is mediated by marketing 

capability. 

Accepted 

H5: The influence of CRM practices on customer brand engagement is moderated by Hotel 

characteristics. 

Rejected 

 

Conclusıons and Reccomendatıons  

 
The research brought together a number of domains and areas of, brand loyalty, marketing customer relationship 

management. The result has shown that CRM practices and customer brand engagement are mediated by 
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marketing capability in the Sri Lanka hotel sector. Further, the influence of CRM practices on customer brand 

engagement is not moderated by hotel category. Furthermore, it was evident that the influence of CRM practices 

on customer brand engagement is not moderated by the hotel size in Sri Lanka. 

The present study contributes to the CRM, marketing and brand loyalty literature by demonstrating the strategic 

importance of CRM in enhancing customer brand engagement as a competitive weapon. The present study 

emphases the Sri Lanka hotels regardless of the size and category could focus on enhancing the customer 

orientation, CRM organization, knowledge management and technology based CRM with a target on brand 

engagement activities. The hotels could perhaps adopt key performance indicators reflecting the CRM practices 

and brand engagement activities. It was further emphasized that unclassified and lower star category hotels can 

win competitive advantage by investing in simple, low cost CRM practices that lead to brand engagement 

activities in order to retain the customers in face of higher star category hotels that enjoy the benefits of scale of 

economies and brand image.   

At the policy making level the government institutions that are keen on attracting high-end tourists to the country 

can take initiatives by conducting awareness sessions, workshops and training programs that provide CRM 

competencies to all type of Sri Lanka hotels. So, they can improve their present level of CRM and branding 

strategies. Further, financial institutions can provide financial assistance in terms of low interest loans to small 

and medium hotels to adopt and improve CRM related technologies.    
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Abstract 

Stress is a normal part of human life in the modern world. People grow by measuring the challenge and when the challenge 

exceeds the human capacity to adapt, and then stress develops. The consequence of stress is a deviation from the existing 

physical and psychological condition of human life. Work stress in any profession is likely to be experienced by the employees 

employed there and executives in Ceylon Electricity Board (CEB) are no exception in this regard. This study tends to examine 

the relationship between factors which are broadly categorized as to intrinsic and extrinsic to the job with the stress of middle-

level executives in CEB establishment in Sri Lanka. This is a phenomenological research study and deductive approach used 

to collect the views of respondents. Work stress is much interesting area of many scholars and has discovered many factors 

contributing to stress. In this study workload, working conditions, interpersonal relationship and career development & 

achievements were considered dimensions of work stress. The data were collected using a structured questionnaire and 

distributed among 100 executives working in mainly three service categories in the CEB. Correlation and regression analysis 

are used in statistics to determine any relationships between two or more variables, strengths, proportionate and the significance 

of the relationship. The finding of this study revealed that three variables are positively related to stress. But one variable is 

not related to the job stress. The results of the study further revealed that the workload, working conditions and interpersonal 

relationships has a significant relationship with stress and relationships of stress with career development & achievements was 

not significant. 

 

Key Words: Job stress, Workload, Condition, Interpersonal relationship, Career development & Achievements 
 

Introduction 

Work stress is regarded by many commentators as one of the most important issues facing by the management in 

this decade. Work stress has the potential to affect the performance of all levels of staff ranging from senior 

management to the young and newly recruited employees. This is a universal problem almost every employee 

encounters with. This problem arises mainly due to globalization, which eventually results in competition and this 

further compels the companies to stay competitive and increase their productivity. With this increase in pressure 

of staying competitive, a lot of companies downsizing as a cost reduction strategy and as a result, employees that 

stay in the organizations will be the victims of the downsizing. They struggled with the increase performance 

pressure, conflicting demands placed on them, their role is not very clear as to what to do, what targets are to be 

achieved and also they have to work longer hours and feel overloaded and then another conflict arises like 

generally known work-life conflict or work family conflict. 

The employees of CEB are no exception from this situation and them also having with pressure situation from 

various factors. Most probably, today government sector entities will also depend on the profit motive concept 

and burden on employees become heavier when things go wrong. The problem of stress is apparent more for 

middle-level executives than the top-level executives. Senior executives tend to have more control over their work 

and they pushed everything down. Middle-level play a vital role within an organization having with pressure from 

above and below. It has been shown that chronic job related stress is associated with a number of negative 

consequences for the stressed individuals and organizations such as absenteeism, turnover, poor job performances, 

accidents and errors and alcohol drug abuse, etc. A lot of research has been already conducted on how to against 

with the stress and to reduce its consequences and also researchers are continuously suggesting the ways and stress 

coping strategies by their studies in different field of businesses. However, employees are feeling more of the 

work induced stress these days than ever before. The present research was designed to study factors committed to 

job related stress originated mainly from conditions prevailing in the workplace and the target group of this study 

is middle-level executives CEB of Sri- Lakethe concept of stress was first introduced by Dua, J.K, (1995) who 

was known as the father of stress research. According to the publication named, “Stress is as the result of an 

interaction between an individual‘s emotional, intellectual, social, and physical resources and the demands on him 

or her” which was written by J.K Dua in 1998. 

Thus the research focuses to address the Issue of the needs of identifying what are the factors leading to job stress 

of Middle-level executives upon workplace dimensions CEB in Sri Lanka. The main objective of this research is 
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to determine which factors influencing job stress and to investigate the relationship and the effect to the stress of 

the employees in middle-level executive grade at CEB. 

Method 

 
The main data collection methods were Self-Administrated Questionnaires and Interviewer-administrated 

Questionnaires. The Researcher had prepared 100 questionnaires to cover the sample and they were prepared in a 

manner which 80 has been responding successfully and the response rate is 80% which is reliable (more than 

65%). The researcher has delivered these properly prepared questionnaires to the relevant middle-level executives 

and has collected them once they have finished responding it. And some questionnaires were marked by the 

interviewer while the respondents were given relevant answers, as in an interview-administrated questionnaire. 

The first part requested information on executive’s data, including Age group, Gender, Designation, Education, 

Work Experience, Which section employed. The second part has two sections, both section ask respondents to 

indicate their agreement or disagreement on 19 questions using a five point scale ranging from 01 (strongly 

disagree) to 05 (strongly agree). In first section have five questions measures about job stress (Dependent 

Variable). The second section measures about five independent variables, there were four questions related to 

workload, three related to working conditions, four questions related to interpersonal relationship and another 

three questions related to carrier development & achievements. A sample should be accurate in two aspects; 

Validity of the sample and the reliability of the sample. This should not be misinterpreted with validity and 

reliability of data collected. That is to verify the accuracy of data to fit the theory. The validity of a sample is the 

ability of the same to represent the total population. Then only the result of the research will generalize to the 

population. Reliability of the sample represents the consistency of the results, whatever times analyzed. There 

could be a margin of error, usually 5% is allowed as in this research, with a confidence level of 95%.Therefore, 

the reliability and the validity checked for the same. For a questionnaire to be reliable, results should be same 

when repeated. Reliability is measured using Cronbach’s Alpha and the value is 0.836 (more than 0.7) which 

indicates that the questionnaire is reliable. The questionnaire should be reliable and valid as it is the overall 

instrument of the research. Therefore, the reliability and validity were checked. 

 

 

 

 
The result is 0.836 which is highly reliable. What exactly measured in the questionnaire should be measured in 

the questions. Then it is valid. Convergent and discriminant validity both should be there in the questionnaire.  

Correlation analysis is done in order to find out validity. The objective of correlation analysis is to measure the 

degree to which two variables are related. The correlation is significant between the questions made to find out 

one variable. Therefore the convergent validity is high. The correlation between independent variables is less than 

0.5 which shows that high discriminant validity is available. In this research there is only one dependent variable; 

“Job Stress” and it depends on four independent variables of “Workload”, “Work Condition”, “Poor 

Interrelationship” and “Career Development & Achievement”. Therefore, the data analysis tools are Correlation 

& Regression. The researcher has used SPSS package in analyzing the data which was collected from the sample. 

Correlation and Regression analysis used in statistics to determine any relationship between two or more variables, 

strings, proportionate and the significance of the relationship. Correlation coefficients can range from -1.00 to 

+1.00. The value of -1.00 represents a perfect negative correlation, while a value of +1.00 represents a 

perfect positive correlation. A value of 0.00 represents a lack of correlation. The correlation of the variables is 

high if the change of the value of the dependent variable at a given value of independent variable could be 

represented by a straight line.In order to find the relationship and effect of each variable with stress. Regression 

analysis predicts the values of unknown variables and tells how one variable affected to another. Here y is 

dependent variable and x is independent variable. Therefore, according to the study taking equations together 

multiple regression equation can be written, 

 

𝑌𝐽𝑆 = 𝛽0 + 𝛽1 𝑋𝑊𝑜𝑟𝑘𝑙𝑜. + 𝛽2𝑋𝑊𝑜𝑟𝑘𝑐𝑜𝑛. + 𝛽3𝑋𝑅𝑒𝑙𝑎,𝑠ℎ𝑖𝑝 + 𝛽4𝑋𝐶𝑎𝑟𝑟.𝑑𝑒𝑣. 

 

The data set was tested for correlation and regression. The Correlation between job stress and the factors are 

significant. 

 Normality distribution of variables - Normality is measured using histograms. Therefore, all distributions are 

normal 

 Multi-corllinearity - It is low and the model is strong 

 

 Table 1: Reliability Statistics 

Cronbach's Alpha N of Items 

.836 5 
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Findings and Argument 

 
Coefficients of Multiple Regression Analysis 

 

Table 2: Coefficientsa 

Model 
Unstandardized Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) 2.292 .307  7.457 .000 

WL .145 .069 .163 2.099 .039 

WC .208 .057 .466 3.674 .000 

IPR .149 .065 .262 2.284 .025 

CD .051 .103 .084 .489 .626 

a. Dependent Variable : JS 

Source: (Output of the analysis of survey data, 2014) 

𝑌𝐽𝑆 = 2.292 + 0.145 𝑋𝑊𝑜𝑟𝑘𝑙𝑜. + 0.208𝑋𝑊𝑜𝑟𝑘𝑐𝑜𝑛. + 0.149𝑋𝑅𝑒𝑙𝑎,𝑠ℎ𝑖𝑝 + 0.051𝑋𝐶𝑎𝑟𝑟.𝑑𝑒𝑣. 

 

Multiple regressions show that work condition is the most influencing factor to job stress among the factors 

concerned. When Workload changed by one unit Job stress changed by 0.145 units. Wok Condition changed by 

1 unit Job Stress changed by 0.208 units. Poor Interrelationships changed by 1 unit Job Stress changed by 0.149 

units. When Carrier Development & Achievements changed by one unit the stress changed by 0.051 units. 
 

Hypothesis Testing 

In statistical data, analyzing, H0 is defined as the null hypothesis and H1 is defined as the alternative hypothesis. 

Accordingly, if the null hypothesis is (H0) rejected then can conclude that the independent variable significantly 

contributes to the dependent variable. If H1 is rejected, then it explains that the independent variable does not 

explain the behaviors of the dependent variable. For this study ‘P’ value is used to get a conclusion regarding the 

hypothesis. The Confidence Level of this study is 95%. The Level of Precision is 5%. Therefore, the Critical P 

value is 0.05. 

If the Calculated ‘P’ Value is lesser than Critical ‘P’ value, then the null hypothesis (H0) is rejected. Therefore, 

this can be symbolically presented as follows: 

 If Calculated ‘P’ value < 0.05; then, reject H0 

 If Calculated ‘P’ value > 0.05; then, reject H1 

Test Statistics of Work Load 

Calculated ‘P’ value = .039 

Calculated ‘P’ value (0.039) < Critical ‘P’ value (0.05)  then, reject H0 

The Significant Level is (Calculated ‘P’ value) 0.039; which is lesser than Critical ‘P’ value 0.05. Therefore the 

Null Hypothesis (H0) is rejected. And accept the Alternative Hypothesis (H1); which is “The Workload and Job 

Stress are positively related”.  

Test Statistics of Work Condition 

Calculated ‘P’ value = .000 

Calculated ‘P’ value (0.000) < Critical ‘P’ value (0.05)  then, reject H0 

The Significant Level is (Calculated ‘P’ value) 0.000; which is higher than the Critical ‘P’ value 0.05. Therefore 

the Null Hypothesis (H0) is rejected. And accept the Alternative Hypothesis (H1); which is “Work Condition and 

Job Stress are positively related”.  
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Test Statistics of Poor Interrelationship 

Calculated ‘P’ value = .025 

Calculated ‘P’ value (0.025) < Critical ‘P’ value (0.05)  then, reject H0 

The Significant Level is (Calculated ‘P’ value) 0.025; which is lesser than Critical ‘P’ value 0.05. Therefore the 

Null Hypothesis (H0) is rejected. And accept the Alternative Hypothesis (H1); which is “The Poor Interrelationship 

is positively related to Job Stress”. 

Test Statistics of Career Development & Achievements 

Calculated ‘P’ value = .626 

Calculated ‘P’ value (0.626) > Critical ‘P’ value (0.05)  then, reject H1 

The Significant Level is (Calculated ‘P’ value) 0.626; which is lesser than Critical ‘P’ value 0.05. Therefore the 

Alternative Hypothesis (H1) is rejected. And accept the Null Hypothesis (H0); which is “Career Development & 

Achievements and Job Stress are not related”.  

Therefore, the results of tests for hypotheses can be summarized in the following table. 

Table 3: Results of Hypothesis Testing 

Hypothesis Accepted/Rejected 

H1 - There is a Positive relationship between working load and job stress and 

working load is significantly the effect of job stress. 
Accepted 

H2 - There is a Positive relationship between working conditions and job stress 

and working condition is significantly the effect of job stress. 
Accepted 

H3 - There is a Positive relationship between poor interpersonal relationship 

and job stress and interpersonal relationship significantly the effect of job 

stress. 

Accepted 

H4 - There is a Positive relationship between lack of career development 

opportunities and job stress and career development opportunities significantly 

the effect of job stress. 

Rejected 

Conclusions and Recommendations 

According to the study, several factors influencing job stress of middle-level executives in CEB was identified. 

Factors extrinsic to the job such as poor interrelationship is affecting to the job stress significantly. However the 

effect of career developments & achievements is not effected to the job stress. Because of that their jobs are 

secured (permanent recruiting system) and biased promotional schemes on strong.  It is much surprise that reason 

why the interpersonal relationship has impacted on creating stress since it has been a significant factor to create a 

level of stress in executives in other studies conducted in local and foreign. In this study, two factors were 

discussed under the factors internal to the job such as workload and working condition. The results of the study 

proved that the workload has been affected to work stress significantly. The elements of the workload such as 

long working hours, Infrequent time breaks, working under time pressure and excessive shift works are can be 

recognized as stress making instruments within the organizational settings. On the other hand, working condition 

has been affecting significantly to the stress as per the results. It can be supposed that the middle-level executives 

are not happy with the work condition prevailed at the organizations. Therefore, it can be concluded that there are 

several key factors in the work situation that can influence the level of stress that may be experienced by 

individuals.  Such as, the nature of the individual’s job (work load & work conditions), the quality of personal 

relationships in the workplace.  

The following suggestions are recommended to reduce the undue stress among the middle-level executives. 

According to the study, the majority of executives are at the age of 31 to 40 years old. The necessary steps are to 

be taken to recruit executives at an earlier age, so that it may reduce the stress. It is obvious that when people are 

hiring at the age of 20 to 30, they have enough time to adjust to the organizational culture. It was also noticed that, 

the experience of the majority of workers was equal or less than 10 years. Workers should be provided more 

monetary benefits based on experience as the way to reduce the stress.  Experienced workers are capable of 

handling a crisis situation with the help of knowledge and experience. When the middle scale, executives can 
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reduce stress, they can help the following techniques will make a comfortable environment for maximum 

efficiency and productivity. Those are, Muscle relaxation techniques, Laughter, Exercise, Meditation, Plan the 

Life in Advance, Yoga. 
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Abstract 

Even though there is still an ongoing debate over the integrating the renewable energy generation into the classical electricity 

networks despite the issues such as need for additional reserve capacity, other well demonstrated technological and socio-

economic reasons of the utilities and the consumers, one cannot nullify its growth potential to meet increasing demand for 

electricity. Net Metering (NM) is a facility that enables electricity consumers to connect their on-site generation system to the 

utility grid. While many different renewable energy sources may be eligible for NM facility, solar rooftop installations are the 

most common and popular type of renewable energy source promoted with net metering. Although, Sri Lankan energy sector 

admitted net metering in the year 2010, the number of connections has reached only to 1041 with capacity of 6.1 MW by year 

2014. However, the authorities expect to achieve a 10% contribution to grid electricity from small non-conventional renewable 

energy sources and the net metering facilities by 2020. The objective of our study is to establish economic and social factors 

that affect consumer acceptance of domestic net metered solar PV technology in Colombo district, Sri Lanka. This study 

focuses on determining consumer’s ability to buy and willingness to pay for net metering installations. A conceptual model is 

developed based on the literature review. It leads us to apply a structured questioner survey to gather participant’s responses.  

The findings show that The Investment, Tariff Structure and Consumer Demand are positively contributed to the consumer 

attractiveness towards net-metered solar PV technology implementation in Sri Lanka while Technological Capability and 

Regulations are negatively contributed to the consumer attractiveness towards net-metered solar PV technology. 

Key Words: Net Metering Atractiveness, Ability to buy, Willingness to Pay  

 
Introductıon 

 
Background of the Study 

Renewable energy plays vital roles in the world’s future of energy. However, all electricity grids are in question 

how the renewable energy should be given clear access. Further, majority of the developing countries do not 

possess adequate power generation capacity to meet the demand. Therefore there is a pressing need to implement 

mechanisms to manage the growing demand and improve the efficiency while reducing the energy losses, 

accelerating the development of low-carbon energy technologies such as renewable power generation, in order to 

address the global challenges of energy security, climate change and economic growth (Public Utilities 

Commission of Sri Lanka 2014). In addition, still, it is a research question how to give economics recognition to 

the environmental contribution of renewable (Sawin et al. 2016). In this context Net Metering (NM) is one of a 

facility invested in addressing some of above issues that enables electricity customers to connect their own on-

site generation system to the utility grid. 

Scope 

Therefore, this study formulates the research on study on factors affecting for consumer attractiveness towards 

net metered solar PV technology implementation in Sri Lanka.  Since the most of the net metering facility is used 

through the solar PV energy, research mainly will be focused to solar PV energy for domestic usage. In this study, 

the socio-economic factors are considered while touching on technological factors only for net metering 

installations in consumers’ perspectives (Christoforidis et al. 2013). 

Research Problem 

Despite technological developments and economic viability for several applications, net metering facility has been 

tapped only to a small fraction of its potential (Painuly 2001). This is due to the existence of several types of 

barriers to the penetration of Net metering technologies (Shivalkar, Jadhav, and Deo 2015). However, in Sri 

Lankan context, those factors have to be analyzed to ascertain the successfulness of introducing net metering 

facility and move forward with maximum utilization of net metering facilities. Based on the above researches and 

findings, the study formulates the research problem as follows. 
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“What are the critical factors affecting and the level of Successfulness of Introducing of Net Metering 

Facility into Electricity Sector in Sri Lanka and how to improve attractiveness towards net-metered 

technology implementation in Sri Lanka?” 

Objectives 

Following listed items were identified as objectives of this research study in order to find the answers for above 

problem statement. 

 To identify the current level of usage of the net metering facility 

 To identify the success factors for implementation of net metering facility and how to improve 

attractiveness towards net-metered technology in Sri Lanka 

 

Lıteruture Revıew 

 
Net Metering Facility 

Net Metering Facility (NMF) is a facility that enables electricity customers to connect their own on-site generation 

system to the utility grid and receive credits on their electricity bills for their own renewable energy generation in 

excess of their electricity consumption that is exported to the electricity distribution network (Poullikkas, Kourtis, 

and Hadjipaschalis 2013). The term NMF refers to the fact that the meter can measure the flow of electricity in 

two directions and it is also known as power banking since the consumers can “bank” the power they generate 

within the utility system by feeding the grid when excess power is produced and consume power from the grid at 

a later time when their production falls below consumption (Poullikkas 2013). This form of energy exchange is 

especially useful for intermittent renewable energy technologies such as solar and winds (Shivalkar, Jadhav, and 

Deo 2015). 

Initial Investment 

High up-front capital costs may be the most significant barrier to net metering. The high costs of designing, 

installing, operating and maintaining any net metering facility have lead to most installations being either 

commercial or photovoltaic solar panels on the homes of the relatively wealthy (Wijayatunga et al. 2006). 

Probabaly lack of competition drives the solar panels more expensive. Also lack of financial support from 

government/banks like low interest loans and  long pay back periods etc  (Yamamoto 2012). 

Lack of Proper Technology Transfer 

This includes difficulty introducing innovative energy systems, particularly for distributed generation such as PV, 

because of technological lock-in, electricity markets designed for centralized power plants and market control by 

established generators. Consumer awareness of Net metering technology can be a barrier to adoption (Kappagantu, 

Daniel, and Venkatesh 2015).  The available technology is not properly transferred to the country like Sri Lanka. 

Those have to be fully utilized to gain the maximum benefit from Net Metering Facilities. In some other place, 

customer perception of solar panel technology (Wijayatunga 2014). Eg: life time of panel and inverter,  reliability, 

cost of repairing and maintenance etc. 

Tight Regulations (Lack of Government Supporting Policy for RE/NM)  

This includes the lack of policies and regulations supporting development of solar and other Renewable Energy 

(RE) and Net Metering (NM) technologies and the presence of policies and regulations hindering RE/NM 

development and supporting conventional energy development (Christoforidis et al. 2015). Examples include 

fossil-fuel subsidies, insufficient consumer-based RE/NM incentives, loan facilities and permitting processes for 

renewable energy (Zuboy 2016). In additions, the regulations of utilities for providing connections and safety 

requirements to be complied may de-motivate the successfulness of net metering facility(Beck and Martinot 

2004).  

Tariff Structure 

In Sri Lanka the electricity tariff for the domestic consumers has been set with several blocks in order to cross 

subsidize the lower and affordable electricity price for the poor with the surplus revenue earned from the heavy 
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users (Ranathunga 2012). This is a mechanism to recover the loss of selling electricity at a lower price by 

collecting additional revenue from heavy users those who utilize more electricity. But, with the introduction of 

net metering technology, those who tend most to enter into net metering agreements are the rich heavy users. By 

entering into net metering schemes they reduce their high electricity bills by offsetting the electricity that they 

would have purchased at a higher price and it causes to reduce the surplus revenue earned by the utility companies. 

Due to that the utility company could suffer a financial loss, and depending upon the severity of the loss may have 

to increase the price they charge for electricity from non-net metering customers (Public Utilities Commission of 

Sri Lanka 2014). 

Consumer Demand 

Net metering technology is widely practiced in developed industrialized nations, where the peak demand is 

touched in daytime driven by industry demand. In Sri Lanka the system peak demand is recorded at night around 

6.30pm – 9.30pm. However, the solar energy produced at daytime, redistributed among other daytime users, and 

helps to reduce the system demand during daytime. Therefore, the existing solar net metering facilities do not help 

to reduce the country’s installed generation capacity or to manage the peak electricity loads and to avoid utilizing 

expensive power plants during peak hours. Hence, Sri Lankan electricity utilities cannot reap the benefits from 

net metering facilities during periods of peak consumption  (Public Utilities Commission of Sri Lanka 2014). 

Methodology  

 
The methodology is to execute the study and achieve the objectives. First, it discusses the conceptualization of 

the study and then it develops the hypotheses necessary to address the research questions based on literature 

review. Further, it touches upon operationalization of key constructs and the research design including sampling 

framework, research method, data collection, questionnaire development and data presentation and analysis. 

Conceptual Framework 

The previous surveyed literature (Ranjith 2014) helps us to construct the two independent variables (ability to buy 

NM solar PV and willingness to pay for NM solar PV), controlling variable and associated indicators of the above 

that may contribute to the attractiveness of NM solar PV, and then to develop the following conceptual framework 

(Refer to Figure 1).   

Some of the feasible indicators affecting for success of net metering facility, according to the expert opinion and 

available researches in literature review, could be summarized as investment, technology, other regulations, tariff 

structure and consumer demand. These indicators form two main independent variables of ability to buy and 

willingness to pay that may contribute to the attractiveness of NM solar PV (Ranjith 2014).  

 

 

 

 

 

 

 

 

 

 

Figure 1: Proposed Conceptual Framework 
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Source: Developed by author based on the information of (Baumann, DD, Boland JJ, & Heneman, 1998), 

(Dalhuisen, 2000), (V.G.U.Ranjith, 2011, Cost Reflective Water Tariff Policy Framework for Domestic Water 

Meter of Sri Lanka) 

Hypotheses Development 

Hypothesis can be defined as logically based on above conceptual framework for this study.  

H10: There is a positive relationship between initial investment and consumer attractiveness towards net-metered 

solar PV technology 

H20: There is a positive relationship between technological capability and consumer attractiveness towards net-

metered solar PV technology 

H30: There is a positive relationship between regulations and consumer attractiveness towards net-metered solar 

PV technology 

H40: There is a positive relationship between Existing Tariff Structures and consumer attractiveness towards net-

metered solar PV technology 

H50: There is a positive relationship between Consumer Demand (Consumption) and consumer attractiveness 

towards net-metered solar PV technology 

 

Data Collection and Analysis 

We followed a structured survey questionnaire to collect the data underlying the indicators derived from the 

independent and dependent variables. To find the factors affecting for consumer attractiveness towards net 

metered solar PV technology in Sri Lanka, primary and secondary data will be gathered to test the set hypothesizes 

as subjective analysis.  

Descriptive analysis techniques are used to have a better understanding of the dataset. Statistical analysis 

techniques such as correlation analysis and multiple regression analysis are used for inferential analysis of the 

collected data set (Sekaran 2014). The collected data was analysed using The Statistical Package for Social 

Sciences (SPSS) software.  

Fındıngs 

More than 80% of the net metered consumers are having basic degree or above educational level with recognise 

occupation. Further, they have satisfactory income level and are consuming substatial level of electricity before 

installing of net metering facility. 

Corerelation between independent vatiables are well below 0.7 for each independent variables. Therefore,There 

is  no significance corerelationship between indepedent variables. Corerelation between independent variables 

and dependent Variables is positive and strong.Linearity of dependent variable is  satiscactory.  

Using multiple regressions, results of the hypothesis testing are included in following table 1. 

Table 1: Model Summary of Analysis 

Model R R Square 
Adjusted R 

Square 
Std. Error of the Estimate 

1 .784a .614 .557 .47050 
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Independent Variables 
Standardized Coefficients, 

Beta 

Sig. (P-

Value) 

Investment .235 .098 

Technological Capability .289 .281 

Regulations -.014 .941 

Tariff Structures .350 .041 

Consumer Demand .497 .003 

a. Predictors: (Constant), Consumer Demand, Investment, Technological Capability, 

Tariff Structures, Regulations. b. Dependent Variable: Successfulness (Attractiveness) 

 

Based on above results, hyphothesis are finalised as follows. 

H10: There is a positive relationship between investment and consumer attractiveness towards net-metered solar 

PV technology but not significant. 

H20: There is a positive relationship between technological capability and consumer attractiveness towards net-

metered solar PV technology and it is not significant.  

H30: There is a negative relationship between regulations and consumer attractiveness towards net-metered solar 

PV technology and it is not significant 

H40: There is a positive relationship between Existing Tariff Structures and consumer attractiveness towards net-

metered solar PV technology and it is significant. 

H50: There is a positive relationship between Consumer Demand (Consumption) and consumer attractiveness 

towards net-metered solar PV technology and it is significant. 

 

According to the above result of hypotheses, net metering installing suppliers, utilities and Regulators were 

interviewed to make recommendations and proposals as objective analysis. 
 

Conclusıons 

 
According to the above results, the hypothesis H10, H20 and H30 are rejected and H40 and H50 are accepted.  

Therefore, this study shows that Tariff Structure and Consumer Demand are positively contributed and are 

affecting the consumer attractiveness towards net-metered solar PV technology implementation in Sri Lanka. 

However, with this study it cannot be said that the Investments, technological capabilities and regulations are 

affecting the consumer attractiveness towards net-metered solar PV technology implementation. 

With the demographic analysis as moderation factors, study shows that net metering facility are entertained by 

the consumers who are having high level of educations and high level of income. Moreover, majority of the 

consumers consider net metering facility as social value for them. 

Present tariff structure for domestic consumers is very high and it rapidly goes up when consuming more 

electricity. Hence, net metering solar PV is the best solution to reduce the electricity bill while increasing their 

demand for electricity usage. Therefore, the positive relationship of Existing Tariff Structure and Consumer 

Demand for consumer attractiveness towards net-metered solar PV technology is justifiable. 

Recommendations 
Since regulations are negative relationship towards net metering attractiveness, the awareness of regulations has 

to be improved while releasing the tightness of regulations for net metering implementation. The technological 

capability has positive relationship but it is not significant since the lack of awareness of the prevailing 

technologies and its usage. The initial investment for implementing met metering facility is to be subsidized with 

public and privet sector financial support. 

According to R square, 61.4 % of attractiveness for net-metered PV technology has explained by this model.  

Further study has to be done for investigating what factors are impacted in rest of percentage of attractiveness for 

net-metered PV technology, which has not been defined by the model. Therefore, technological   factors for 
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network stability, system reliability, power quality and environmental factors etc should be analyzed. Further, 

factors for venders and business perspective should also be considered to improve the attractiveness towards net 

metering facility. 
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Abstract 

 
Nowadays, ERP systems are being increasingly adopted by organizations of any kind and size, in order to avoid 

technical obsolesce and create sustainable competitive advantages. On the other hand, lean practices had taken 

hold and become the default best practice for profit-focused manufacturers that wanted to streamline their 

operations. Further, the increasing competitive nature of industry has increased the diffusion of both ERP systems 

and lean manufacturing applications due to valuable contributions to efficiency of enterprises. However, 

connecting ERP Planning with Lean Manufacturing Execution is a missing link for most manufacturing 

companies. Moreover, in order to determine the efficiency of system, it is important to measure the utilization of 

ERP system and the gain obtained via lean tools. Further, using ERP systems does not directly mean that they are 

commonly accepted and utilized by users in the enterprise. Therefore, a conceptual framework is developed in 

order to analyze the effective utilization of ERP and the impact of the maturity level of ERP based lean production 

practices on operational performance in the manufacturing context. The study focuses on examining the Level of 

ERP based Lean Production practices’ impact on operational performance in the Apparel Industry in Sri Lanka. 

The study will be carried out considering ERP and Lean implemented plants in Sri Lankan Export Oriented Firms 

of the Apparel sector, having targeted a population of its Production Managers, Plant Managers and Production 

Executives who deal with the ERP system and Lean practices. Further, this framework can be incorporated to 

different industries having the same problem domain. 

Key Words: Lean Production Practices, ERP Utilization, Operational Performance, Communication Gap 

Introductıon 

ERP systems are commercial software packages that promise seamless integration of all information flowing 

through a company – financial, human resources, supply chain, and customer information (Davenport, 1998). 

They are designed to provide the information backbone to cope with the complexities of modern business and the 

global nature of today’s markets (Powell, 2013). The lean manufacturing model stresses on the reduction of waste. 

The concept has become a standard, well accepted best practice in manufacturing worldwide (Infor, 2015). 

Faced with increasing global competition and growing customer expectations, manufacturers looking for 

significant performance improvements often look to one of the two choices: implementing an enterprise resource 

planning (ERP) system, or applying the tools and techniques associated with lean production. In fact, many 

companies are today applying both approaches in an attempt to realize competitive advantage in the global 

marketplace (Powell, 2013). 

As stated by (Dimitrios et al., 2012), despite the attributes and major advantages provided by ERP systems, the 

implementation of such systems is not always effective. Most enterprises are not able to fully justify their 

investments in ERP software, since the bulk of ERP benefits remain hidden. Therefore, an optimal utilization of 

ERP systems need to be taken in order to gain benefit from the massive investment done at ERP implementations. 

There is no doubt that lean production has been shown to lead to performance improvements. More recently, the 

application of ERP systems has also been shown to effectively improve the performance of manufacturing 

companies. However, in the manufacturing sector which involve lean production practices, in order to determine 

the efficiency of system, it is necessary to measure the utilization of ERP system and the gain obtained via lean 

tools (Powell et al., 2012). 

Having both lean and ERP implemented, some companies shows lower level of performance while others shows 

a higher level of performance. This directs to an interesting area of study as to whether implementing ERP and its 

utilization has an impact on improving the lean performance. 
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Scope 

The theoretical scope of the study includes four constructs: Effective Utilization of ERP system which categorized 

onto Stakeholder input on ERP and ERP consulting process, Maturity Level of Lean production practices and 

operational performance. The empirical scope of the study has been narrowed down to the apparel sector of Sri 

Lanka. 

Objectıve 

The main objective of the study is to examine the impact of maturity level of ERP based Lean Production practices 

on the operational performance in the context of Apparel sector of Sri Lanka. The study would further analyze the 

effect of effective utilization of ERP systems by the means of Stakeholder input on ERP and ERP consulting 

process on the impact of the maturity level of ERP based Lean Production practices on the operational 

performance.  

Research Problem 

Nowadays, ERP systems are being increasingly adopted by organizations of any kind and size, in order to avoid 

technical obsolesce and create sustainable competitive advantages. ERP system acquisition and implementation 

generally enhance productivity and working quality, since the system offers standardization and simplification in 

multiple, complicated operational procedures across the company. However, ERP systems often fail to meet 

organizational goals soon after their implementation. The cause of the general disappointment regarding ERP 

system effectiveness lies in a number of reasons, including a misconception about the system’s potential. 

On the other hand, lean practices had taken hold and become the default best practice for profit-focused 

manufacturers that wanted to streamline their operations. Furthermore, eliminating waste is one of the primary 

concepts of lean manufacturing. This applies to all resources, from labor to raw materials and machine capacity. 

Modern ERP solutions for manufacturing can eliminate waste in operations processes, from over-producing 

inventory to overstaffing the shop floor. All successful lean practitioners are also well versed in the principles of 

continuous improvement. Capturing, monitoring, and making ongoing improvement to quality standards are 

important points in the lean philosophy. ERP solutions support these efforts by providing the data, putting it into 

meaningful context, and allowing users to drill into cause-effect relationships behind the data (Infor, 2015). 

However, effectively connecting ERP Planning with Lean Manufacturing Execution is a missing link for most 

manufacturing companies (J. E. Boyer Company, Inc., 2004).   

As suggested by (Powell, 2013), it is important to investigate how synergies can be realized by combining ERP 

systems with lean production. Moreover, in order to determine the efficiency of system, researchers should 

measure the utilization of ERP system and the gain obtained via lean tools. Therefore, understanding how effective 

companies use such tools has a vital role to improve the related business functions and consequently overall 

system performance (Iris & Cebeci, 2014). Therefore, it is interesting to analyze the optimum utilization of ERP 

systems by implementing lean production practices in the manufacturing context. Further, it was also identified 

that no research has been carried out in identifying the above relationship for the apparel sector of Sri Lanka. 

Thus, based on the above understanding, the study formulated the research problem as; How the level of Lean 

production contribute to the operational performance of Sri Lankan Apparel firm and how the effective ERP 

Utilization affects the contribution? 

Brief Litrature Review 

Today’s firms are finding that they can become more flexible and productive by coordinating their business 

processes more closely and, in some cases, integrating these processes so they focus on efficient management of 

resources and customer service. ERP systems integrate information and information-based processes within and 

across functional areas in an organization. In the study conducted on ERP implementations in the Sri Lankan 

context, (Wickramasinghe & Gunawardena, 2010), revealed that ERP system performance significantly differs 

between successful and unsuccessful implementations. The importance given to CEs (Critical Elements) of 

training and education, user involvement, managing user expectations, interdepartmental cooperation, ERP 

teamwork and composition, software development, testing and troubleshooting, project management, project 

champion, BPR and customization, change management programme and culture, and effective communication 

significantly differ between successful and unsuccessful implementations. Study had been conducted by surveying 

74 ERP implementation projects in Sri Lanka.  
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Manufacturing firms operating in rapidly changing and highly competitive markets have embraced the continuous 

process improvement mindset. They have worked to improve quality, flexibility, and customer response time 

using the principles of Lean thinking. To reach its potential, lean must be adopted as a holistic business strategy, 

rather than an activity isolated in operations (Fullertona et al., 2014). Techniques of lean production vary from a 

company or country to another, however, most if not all focus on minimization and eventual elimination non-

value adding activities. These include setup time reduction, continuous improvement programs (kaizen), pull 

production system, shorter lead time, and small lot sizes as stated by (Agus & Hajinoor, 2012). 

As illustrated by (Iris & Cebeci, 2014), the increasing competitive nature of industry has increased the diffusion 

of ERP systems and lean manufacturing applications due to valuable contributions to efficiency of enterprises. 

The prior principle lying under both tools is to create efficient ways to facilitate business activities. ERP systems 

which are based on information technology (IT) focus on integrating different business functions and departments 

in an efficient manner. While, lean production which has proven itself successfully with different practices, aims 

to keep the value-added activities in the process while eliminating all wastes and non-value added operations. In 

his research, (Powell, 2013) has brought out pertinent factors and useful insights into the role and implications of 

ERP systems in lean production and has identified Competitive advantage, Modes of implementation, Support 

functionality, The role and value of information and Supply chain integration as few key areas that are important. 

Measurement of the Variables 

From the literature review carried out, author has derived Maturity Level of Lean production, Operational 

Performance and Stakeholder input on ERP and ERP consulting process which falls under ERP effective 

utilization as the main constructs of the study. 

The literature based sources of the indicators along with the respective variables have been illustrated in the 

belowmentioned Table 1. 

Table 2: Variables, Number of Items and the Source from Which the Items were Adopted 

Variables Number of Items Adopted from 

Top management Concern 3 Lee and Kim (1992) 

User Support 6 Jiang and Klein(2000) 

ERP Team Support 3 Wang and Chen(2002) 

Communication Effectiveness 2 Wang and Chen(2002) 

Conflict Resolution 2 Wang and Chen(2002) 

System Quality 5 Wang and Chen(2002) 

Knowledge Transfer 5 
Chang et al(2008)` 

Amoako-Gyampah and Salam(2003) 

Setup time reduction 4 Cau et al(2001) 

JIT delivery by suppliers 3 Shah and Ward(2007) 

Waste Minimization 5 Rahman et al(2010) 

Planned Maintenance 4 Cau et al(2001) 

Employee Involvement 4 Cau et al(2001) 

Quality 4 Belekoukias et al.(2014) 

Speed 3 Belekoukias et al.(2014) 

Dependability 3 Belekoukias et al.(2014) 

Flexibility 3 Belekoukias et al.(2014) 

Cost 4 Belekoukias et al.(2014) 

A questionnaire was developed to collect data required to measure the abovementioned variables. Each indicator 

was measured a 5 point -Likert scale both to measure for what extend the user agree (5 = Strongly Agree and 1 = 

Strongly Disagree), how frequent certain criteria were met (5 = Very Frequently and 1 = Never) and to what 

extend certain indicators had its effect on the measured variables (5 = Drastically Increased and 1 = Drastically 

Decreased). 

Proposıtıons of the Study 

Following are the propositions that have been derived from the developed conceptual framework. 
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H1 – There’s a positive relationship between the maturity level of lean production practices and 

operaional performance 

H2(a)–  Stakeholder input on ERP impacts the relationship between the maturity level of lean production 

practices and operaional performance 

H2(b)– ERP consulting process impacts the relationship between the maturity level of lean production 

practices and operaional performance 

 

Methodology 

The study was developed by a comprehensive literature review on existing theory on both ERP and Lean 

Production Practices along with its relevance to Operational Performance. This was further extended towards 

identifying the indicators for the variables of the constructs through operationalization as depicted in Table 1. 

Target Population - 70 Plants of SBU (Strategic Business Units) of Export Oriented Apparel Firms having ERP 

& Lean Implemented. 

Unit of Analysis - Plants of SBU (Strategic Business Units) of the groups  

Having Plant Managers, Production Managers and Production Executives as sampling elements, adhering to the 

rule of thumb, 200 Respondents + 6 Interviews from 59 Plants were considered as the minimum sample size. In 

order to generalize the findings of the study to the target population, it was decided to apply Disproportionate 

Stratified Random Sampling techniques under probability sampling, since the elements in the population does not 

have a known chance of being selected.  

Reliability test was adopted for purification, having accepted multiple item variables which resulted in a 

Cronbach’s alpha coefficient > 0.7. Further, the validity of the indicators was tested using principal component 

factor analysis where the variables of each construct significantly loaded onto required dimensions. In order to 

test the model and hypothesis, the study adopted linear multiple regression analysis to find the relationship 

between effective utilization of ERP and Lean performance as summarized in the below Table 2. 

Table 3: Summary of Multiple Regression 

Variables P-value Standard Coefficient (Beta) Relationship 

Stakeholder input on 

ERP 
.183 -0.206 Not Significant 

ERP consulting process .020 .363 Significant 

 

 

Conclusion 

 
This study examine the impact of maturity level of ERP based lean production practices on operational 

performance emphasizing on the effect of effective utilization of ERP by studying the effect of Stakeholder input 

on ERP and ERP consulting process on the above relationship. As per the results the ERP consulting process has 

a positive impact on the lean base performance in the context of the study. In addition to making a theoretical 

bridge which fills the missing link between ERP Planning and Lean Manufacturing Execution in the apparel 

industry in Sri Lanka, it also provides directions to production managers, Plant managers and ERP managers to 

identify the most impactful factors in gaining the best out of both ERP and lean production practices in combined.  
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Abstract 

 
A construction project is affected by many risk factors both internally and externally either in a controllable or uncontrollable 

manner quantifiably or not. These risk factors may or may not affect the project adversely. Therefore, it is important to figure 

out the risks within the context of construction industry in order to achieve the main goals such as cost, time and quality. So 

this study focused on investigating the causes and effects of risk in large scale building construction projects. This study 

focused on taking the views of qualified and experienced professionals such as Quantity Surveyors, Project Engineers, Civil 

Engineers, Electrical Engineers, Site Managers, Project Managers and Architects representing the large scale construction 

firms in Colombo. A structured questionnaire was used as the method of data collection and accordingly 100 respondents were 

taken as the sample. The causes of delay and the effects of causes of delay were then prioritized using Relative important Index 

(RII). The results of the study showed that the most prominent risk factors that contribute to large scale building construction 

project delays in Colombo city are; necessary design changes by owners or clients, bad weather conditions and accidents and 

injuries. The critical effects of delays are time overrun, cost overrun and arbitration. 

Key Words: Building Construction projects, Risk and uncertainty, Risk Management, Time, Cost, Quality 

Introduction 

Most industries are dynamic in nature and the construction industry is no exception. Its environment has become 

more dynamic due to the increasing uncertainties in technology, budgets, and development processes. A building 

project is completed as a result of a combination of many events and interactions, planned or unplanned, over the 

life of a facility, with changing participants and processes in a constantly changing environment. Even though it 

works in a dynamic environment, the construction industry is regarded as one of the main contributors towards a 

country’s economy (Ngai et al., 2002). In addition to that, construction projects usually play an important role in 

the safety, health and environmental aspects of the society (Bayliss et al., 2004). Therefore, this industry has 

gained attention from almost everyone in the society. However, due to the dynamic environment it has become 

more complex for the stakeholders to achieve project targets as they face more risk and uncertainty than before. 

Risk in construction has been the object of attention because of time and cost overruns associated with construction 

projects (Ibrahim, 2011). In general, risks in a project can be either viewed as an opportunity for greater potential 

of return or as hazards or threats, which affect the goal and the economic performance of the organization that is 

promoting the project (Hassan et al., 2008). 

Many projects experience extensive delays and thereby exceed initial time and cost estimates. In addition to 

imparting the economic feasibility of capital projects, extensive delays provide a fertile ground for costly disputes 

and claims (Odeh et al., 2002). So the limited literature on causes and effects of risk in large scale building 

construction projects in Sri Lanka is a research gap which should be fulfilled because of the post war development 

that is continuing in Colombo and suburbs.  So this study will investigate the causes and effects of risk in large 

scale building construction projects so that it will be beneficial for the contractors as well as for the clients. 

Cost and time overruns are common in infrastructure and building construction projects. The history of the 

construction industry worldwide is full of projects that were completed with significant time and cost overruns 

(Amehl et al., 2010). Researches on construction projects in some developing countries indicate that by the time 

a project is completed, the actual cost exceeds the original contract price by about 30 percent (Al-Momani, 1996). 

Koushki et al., (2005) conducted a study in Kuwait to study the causes of time overrun in construction projects. 

A person-interview survey of 450 randomly selected private residential project owners and developers has been 

done. They concluded that the main causes of delays are changing orders, owners’ financial constraints, and 

owners’ lack of experience. Odeh et al., (2002) found that contractors and consultants agreed that owner 

interference, inadequate contractor experience, financing and payments, labor productivity, slow decision making, 

improper planning, and subcontractors are among the top ten most important causes of construction delay in 

Jordan. Most of the large-scale construction projects are operated in complex and dynamic conditions and is 

constantly confronted with various risks and uncertainties. Kartam et al., (2001) have studied the 

significance/contribution of risk factors towards project delay and their preference of risk allocation among major 
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contractors in the Kuwait’s construction industry. The significant risk factors identified are financial failure of 

contractors or subcontractors, defective design, and delayed dispute resolution. In a study of analyzing eight 

Kuwait construction projects, Al-Sabah et al., (2002) found that, arbitration tribunal awarded KD31 million on 

contract price of KD100 million (at 1980 price level). Many of the past construction projects executed in Kuwait 

had time and cost-overrun problems (Koushki et al., 2005). Major Government contracts for construction in 

Kuwait are let as lump sum projects (Design-Build), which are often encountered with construction disputes 

resulting, claims induced delay and cost-overrun. Many of the projects exceed completion time by 100% in 

addition to exceeding their budget. Accordingly, Necessary design changes by consultant/ owner, Bad weather 

conditions, Accidents and injuries, Price increase in materials, Poor communication among project team, Bad 

ground conditions and Theft on site were selected as the variables in studying the causes of time delay and Time 

over run, Cost overrun, Arbitration, Litigation, Lack of continuity, Difficulties with payment, Termination of 

contract, Contractor in financial crisis, Total abandonment of project and Increased portfolio of “non- performing” 

projects were identified as variables in studying the effects of causes of delay. 

The data were collected from various professionals who are engaged in construction industry and a sample of 100 

respondents was selected for the study purpose. The results of the study showed that Necessary design changes 

by consultant/ owner, Bad weather conditions and Accidents/ injuries were the most prominent causes of 

construction delay which will result in Time overrun, Cost overrun and Arbitration as the effects. 

Methods 

 
This study focused on taking the views of qualified and experienced professionals such as Quantity Surveyors, 

Project Engineers, Civil Engineers, Electrical Engineers, Site Managers, Project Managers and Architects 

representing the construction firms in the category C1 of Construction Industry Development Authority, Ministry 

of Housing and Construction. Especially the professionals were selected through large scale construction 

companies since they appeared to be more capable of answering and explaining reliable points in the matter of 

collecting data since they face more challenging and risky situations compared to other categories. There were 56 

construction firms registered in the Construction Industry Development Authority, Ministry of Housing and 

Construction. But 18 of them were out of Colombo district, 12 construction firms did not undertake building 

construction projects and the license of four have already been expired. Therefore, only 22 construction firms 

were considered as the population for study purpose. Out of the 22 construction firms, 11 firms were chosen 

signifying a satisfactory response rate of 50% and 100 professionals were selected randomly as representatives 

from those construction firms. 

This study is carried out using a structured questionnaire and a semi- structured interview session with the 

experienced persons handling large scale projects. The questionnaire included delay causes and effects of delay 

causes which have been summarized from existing literature (Odeh and Battainah, 2002). 

Data were analyzed using Microsoft Excel to produce the summaries of the various responses. The relative 

importance index (RII) for each factor on delay cause and effect was calculated using the frequency data for each 

response category generated from Microsoft Excel in a similar manner to Charles et al., (2015) as shown in the 

equation below: 

RII=∑
𝜶𝒊∗𝒙𝒊

𝑵

𝟒
𝑰=𝟏  

Where RII is the importance index; 𝛼i the weight of the i th response; xi the frequency of the i th response; and i 

the response category index; and N the number of respondents. For this study N=100. 

Findings and Argument 

The objective of the study is to study causes and effects of risk in large scale building construction projects in 

Colombo. Accordingly, Necessary design changes by consultant/ owner, Bad weather conditions, Accidents and 

injuries, Price increase in materials, Poor communication among project team, Bad ground conditions and Theft 

on site were studied as the causes of delay. Time overrun, Cost overrun, Arbitration, Litigation, Lack of continuity, 

Difficulties with payment, Termination of contract, Contractor in financial crisis, Total abandonment of project 

and Increased portfolio of “non- performing” projects were studied as the effects of causes of delays. The study 

included a background analysis of the respondents and the findings were as follows.  
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Figure 1. Profession of Respondents 

Majority of the respondents are Project Managers (40%), followed by engineers (30%) including project 

engineers, civil engineers and electrical engineers, quantity surveyors (20%) and others (10%) including site 

managers, construction managers, quality control mangers and sustainability mangers respectively. 

 

 

 

 

 

 

 

 

 

 
Figure 2. Experience of Respondents 

All respondents had at least two year of experience working on large scale building construction projects, with 

62% having more than 10 years of experience in the construction industry. 

 

Figure 3. Educational Qualifications of Respondents 

Since the study was highly focused on getting the views of qualified and experienced professionals, it was required 

to state the respondents’ educational qualifications. Most of the professionals were bachelor’s degree holders 

(48%) followed by diploma holders (30%), professional course holders (10%) master degree holder (1%) and a 

PhD holder (1%). However 10 percent of the respondents did not respond to this question. 

Table 1: Causes of Construction Delays 

Cause factors 

Frequency of 

Occurrence 

Degree of 

Impact 

RII Rank RII Rank 

Necessary design changes by consultant/ owner 4.34 1 4.68 1 

Bad weather conditions 4.22 2 4.38 2 

Accidents and injuries 3.36 3 3.64 4 

Price increase in materials 3.32 4 3.36 7 
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Poor communication among project team 3.14 5 3.50 6 

Bad ground conditions 3.08 6 3.74 3 

Theft on site 3.08 6 3.60 5 

 
The analysis shows that the two most critical factors of time delay in large scale building construction projects (in 

terms of both frequency of occurrence and degree of impact) are: necessary design changes by consultant/ owner 

and bad weather conditions. Necessary design changes by consultant/ owner is ranked as the most important cause 

of time delay in large scale building construction projects within the Colombo city limits. May be this is due to 

the trend of trying to use the limited and prominent land space in Colombo city limits to get the highest and best 

use. However, this delay factor is ranked eighth by Charles et al. (2015) among top listed causes for delay. Further, 

bad weather condition is identified as the second major cause of time delay in large scale building construction 

projects. This may be due to the experience faced by the professionals in recent past as there was a huge distortion 

by adverse weather on day to day activities. Rest of the variables had a different rank for the frequency of 

occurrence and for the degree of impact.   

Accidents and injuries factor was ranked 3rd in the frequency of occurrence while 4th in degree of impact criteria. 

However the respondents explained that serious accidents take place very rarely but minor injuries take place 

often in construction sites as most of the laborers are unskilled and irresponsible. Price increase in materials was 

ranked as the 4th factor in frequency of occurrence and 7th factor in degree of impact criteria. According to 

Amoatey et al., (2015), Price increase in materials was ranked as the third most important cause of delay, in both 

occurrence and degree of impact criteria.  The rest of the variables on degree of occurrence were ranked as poor 

communication among project team (5th) and bad ground conditions and theft on site (6th).  

Table 2. Ranking of Effects of Causes of Delay Factors 

Effects of the causes of delay 
RII value 

RII Rank 

Time over run 4.76 1 

Cost over run 4.73 2 

Arbitration 4.68 3 

Litigation 4.64 4 

Lack of continuity 4.58 5 

Difficulties with payment 4.49 6 

Termination of contract 4.31 7 

Contractor in financial crisis 4.34 8 

Total abandonment of project 4.24 9 

Increased portfolio of “non- performing” projects 4.21 10 

 
In ranking the effects of causes of delay, the RII was calculated and ranked. Accordingly Time overrun, Cost 

overrun, Arbitration, Litigation and Lack of Continuity were ranked as the 5 major effects. 

Time overrun was the most important effect due to the cause factors. Amoatey et al., (2015) identified time 

overrun as the second highest effect in the study and has stated that inappropriate site supervision, inadequate 

project handling experience, delay in payments directly affect the time overrun. Cost overrun was the second 

highest effect which causes budget constraints for contractors as well as clients. Inaccuracy of cost estimates, 

unrealistic project design, poor planning and project tasks and scope changes are the major reasons which affect 

cost overrun (Amoatey et al., 2015). Arbitration was ranked as the third highest effect and unclear contract 

documents, lack of clear understanding, contract related issues contribute to arbitration (Amoatey et al., 2015). 

Litigation was ranked as the fourth effect and absence of ADR clauses in the contract, causes litigation (Amoatey 

et al., 2015). Lack of Continuity was ranked as the fifth highest effect and Malbex, (2005) and Amoatey et al., 

(2015) too identified lack of continuity as an effect of causes of delay. 
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Conclusion and Recommendations 

 
This study was designed to investigate the causes and effects of risk in large scale building construction projects 

and order factors according to their frequency of occurrence and degree of impact. Accordingly, Necessary design 

changes by consultant/ owner, Bad weather conditions and Accidents/ injuries were identified as the main causes 

of construction delays while Time over run, Cost overrun and Arbitration were ranked as the most important 

effects of delay causes. So the contractors and clients should be well aware about the factors which cause delay 

so that they can negotiate their decision and plan in early stages to minimize the effects and complete the project 

successfully according to the plans without significant construction delays.   
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Abstract 

Supermarkets can be identified as a rapidly growing industry resulted with the new trends of visual merchandising techniques. 

In the modern context visual merchandising practices have become more popular and important for a marketer as successful 

visual merchandising involves developing all areas of store presentation to promote the brand and product range more 

effectively. Within supermarkets fast moving consumer goods are considerably one of the fast growing industries in Sri Lanka. 

The ever increasing competition in the FMCG field not only gives rise to more options but much better presentation for a 

customer to choose among each good. Consumer lifestyles are also changing with a greater degree of westernization, a 

comfortable shopping experience is desired. Hence, the supermarket formats with the effective use of visual merchandising 

techniques can be provided this consumer requirement. Therefore, it has become important for present marketers in the retail 

& fast moving consumer goods industry to find out the impact that a particular visual merchandising technique is making on 

the consumer impulse buying behavior. The data were gathered from a self-administrated questionnaire and through the 

analysis and many important data will be collected through various secondary data sources. Previous studies done on impulse 

buying, visual merchandising provided a thorough understanding for developing this research. Previous research papers, 

articles, books, websites are used as the secondary data sources. This research is focused on finding out whether there is an 

impact of modern visual merchandising techniques on consumer impulse buying behavior in supermarkets with reference to 

fast moving consumer good category. Also through this research the researcher tried to identify the techniques of visual 

merchandising (i.e. window display, in-store product display, floor merchandising, promotional signage and product shelf 

presentation) that have an impact on consumer impulse buying behavior in modern trade. It is found that Floor Merchandising, 

Promotional Signage and Product Shelf Presentation do have a significant impact on impulse buying in Sri Lankan 

supermarkets towards FMCG. 

Key Words: Visual Merchandising, Impulse Buying Behavior 
  

Introduction 

When it comes to the Sri Lankan context, the supermarket industry is at the growing stage of the industry life 

cycle driven by the factors such as the emergence of a new social circle of wealthy people in outstation areas, the 

newly acquainted life styles of people requiring them to seek such services (Wanninayake & Randiwela, 

2007).With the purpose of reacting the intense competition in Supermarket industry, relation to FMCG the concept 

of impulse buying would play significant role where the concept of impulse Buying has been defined as an instant, 

compelling, emotion-driven behavior in which the impulse decision precludes consideration of choices or 

alternative ( Bayley & Nancarrow,1998) 

Rostocks (2003) states that in order to urge people to buy a product the main reason is “looked attractive on shelf” 

one of the main reasons, and that is visual merchandising which has significant impact on impulse buying. This 

enrich by Mattila and Wirtz (2008) mentioning that in order to increase the likelihood of impulse buying need to 

have stimuli in environment which leads to momentary loss of self-control. 

Scope 

This study attempts to find whether there is any impact from visual merchandising to impulse buying behavior 

targeting the customers who purchase FMCG products from supermarkets. The main focused supermarket 

consumers are the customers of Cargills, Sathosa, Keells, Arpico, and Laugfs super markets that hold more than 

90% in the supermarket sector in Sri Lanka (Wanninayake & Randiwela, 2007). 

Objective 

The main objective of this research is to identify the impact of selected visual merchandising techniques for 

impulse buying behavior of the customers in Sri Lankan supermarkets for FMCG products. 
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Research Problem 

Marketers have recognized that point of visual merchandising in retailing makes significant effect on consumer 

buying decisions (Schiffman & Kanuk, 1996). Most of research conducted in supermarket concept in western 

base countries, and Kerfoot, Davis and Ward (2003) found that visual merchandising is the main element of store 

choice behavior. Many of the marketers today reasonably assume that a considerable influence can be made on 

buying decisions of consumers through visual merchandising. Besides, due to the fact that supermarkets in Sri 

Lanka becoming more popular and becoming a rapidly growing industry today the problem centered to measure 

the impact of visual merchandising on impulse buying of customers; with special reference to FMCG in Sri 

Lankan Supermarkets. 

Review of Related Literature 

 
The concept of Fast Moving Consumer Goods considered as the products which have quick turnover and relatively 

low cost bearing goods. The products which are get replaced within a year. (Amandeep & Chandhok, 2011)Retail 

market segmentation identification is essential and often critical to develop the effective marketing strategies in 

today’s competitive market place. (Dibb & Simkin, 1991).Many of the self-service stores which are identifying 

as “Supermarkets” are in the range of 500 square feet or less than independent mom-and-pop stores, as well there 

are large scale organized retail which are corporatized and applying modern- management techniques. (Srivastava, 

2008). 

Engel and Blackwell (1982) define an impulse buying as a buying action undertaken without a problem previously 

having been consciously recognized or a buying intention formed prior to entering the store. And Philipps and 

Bradshaw (1993) define it as intent to purchase is far from fixed and can continue to be modified right up to the 

point of purchase. 

Visual merchandising has been defined as the activity which coordinates effective merchandise selection with 

effective merchandise display. (Walters & White, 1987, p.238)Pegler (2006) describe Visual Merchandising as 

the presentation of merchandise at its best; color coordinated, accessorized, and self-explanatory. As well visual 

merchandising can be defined as the activity that matches effective merchandise assortment with effective 

merchandise display (Bell &Ternus, 2006) Diamond and Diamond (2003) stated that visual merchandising can 

be defined as the presentation of a store and its merchandize in ways that aim to attract the attention of potential 

customers and motivate them to make purchases. Visual merchandising is ranging from interior to exterior 

presentation and in exterior display includes window display and interior displays, floor- wall merchandising 

along with promotional signage. (Mills et al., 1995). 

Based on the existing literature discussed above, the following conceptual framework can be developed taking 

window display, in-store display, floor merchandising, and promotional signage as independent variables and 

impulse buying behavior as dependent variable. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 1: Conceptual Framework 
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The following hypotheses were formulated based on the above conceptual framework. 

H1 - Visual Merchandising does have a significant impact on consumer impulse buying in Supermarkets. 

H2 - Window displays does have a significant impact on consumer impulse buying in Supermarkets. 

H3 - In- store product display does have a significant impact on consumer impulse buying in Supermarkets. 

H4 - Floor Merchandising does have a significant impact on consumer impulse buying in Supermarkets. 

H5 - Promotional Signage does have a significant impact on consumer impulse buying in Supermarkets. 

H6 - Product Shelf Presentation does have a significant impact on consumer impulse buying in 

Supermarkets. 

Methods 

 
In this study, researcher developed hypothesis and examine the independent variables based on the selected 

representative sample. Due to this reason the research approach can be selected as the “deductive approach”.  

Based on the 100 questionnaires gathered from the pilot study, reliability and validity measurements were 

evaluated. All the dimensions of visual merchandising namely window display, in store product display, floor 

merchandising, promotional signage and product shelf presentation are above the Cornbach’s alpha value and 

dependent variable also above the Cornbhach’s alpha value. Due to this it is justifiable that the reliability of the 

survey is established. In considering the validity measurements, results showed convergent validity of each 

dimension is established. For an example, Window display with tow qualified items captured 0.5 KMO value, the 

Bartlett's Test of Sphericity is significant (0.000), composite reliability is 0.961 and AVE is 0.925 in which all are 

above the standard. 

Among research methods quantitative method was chosen since it fits with the nature and the purpose of this 

study. As well as the data collection tool is chosen as the questionnaire based survey. The target population of this 

research can be identified as the customers who purchase products from supermarkets. Especially from Cargills, 

Sathosa, Keells, Arpico, Laugh, supermarkets since these supermarkets hold more than 90% of the Supermarket 

sector in Sri Lanka (Wanninayake & Randiwela, 2007). In total 200 supermarket shoppers will be selected as 

respondents for this research. Questionnaires were distributed and collected by researcher who analyzes the data. 

Fındıngs and Argument 
 
Based on the collected data, descriptive statistics and inferential statistics were computed and their key findings 

have been discussed in the following sections. 

Descriptive Statistics 

Table 1 illustrates the descriptive statistics for testing the normality with respect to the collected data. 
 

Table 1: Descriptive Statistic Table for Normality Analysis 

 
Std. Deviation Skewness Kurtosis 

Statistic Statistic Std. Error Statistic Std. Error 

WD_MEAN .419 .060 .184 -.738 .365 

PD_MEAN .748 -1.353 .172 .787 .342 

FM_MEAN 1.051 -.711 .172 -.943 .342 

PS_MEAN .978 -.482 .172 -.873 .342 

SP_MEAN .799 -.443 .172 -.435 .342 

IB_MEAN .715 -.849 .172 .134 .342 

Valid N (listwise) 
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Table 2: Correlation Matrix Among Independent Variables 

 
WD_MEAN PD_MEAN FM_MEAN PS_MEAN SP_MEAN 

WD_MEAN 

Pearson Correlation 1 .167* .055 -.033 -.009 

Sig. (2-tailed) 
 

.027 .472 .664 .904 

N 175 175 175 175 175 

PD_MEAN 

Pearson Correlation .167* 1 .328** .340** .219** 

Sig. (2-tailed) .027 
 

.000 .000 .002 

N 175 200 200 200 200 

FM_MEAN 

Pearson Correlation .055 .328** 1 .315** .297** 

Sig. (2-tailed) .472 .000 
 

.000 .000 

N 175 200 200 200 200 

PS_MEAN 

Pearson Correlation -.033 .340** .315** 1 .273** 

Sig. (2-tailed) .664 .000 .000 
 

.000 

N 175 200 200 200 200 

SP_MEAN 

Pearson Correlation -.009 .219** .297** .273** 1 

Sig. (2-tailed) .904 .002 .000 .000 
 

N 175 200 200 200 200 

*. Correlation is significant at the 0.05 level (2-tailed). 

**. Correlation is significant at the 0.01 level (2-tailed). 

 
Table 2 illustrated that there is no issue of multicollinearity, since all the visual merchandising measures have less 

than 0.7 correlation among them as window display correlate with product display, floor merchandising, 

promotional signage, product shelf presentation respectively 0.167, 0.055, -0.33, -0.009. Likewise in store product 

display is correlated with floor merchandising, promotional signage and product shelf presentation as 0.328, 

0.340, and 0.219. Floor merchandising correlates with promotional signage by 0.315 and 0.297 with product shelf 

presentation. Finally promotional signage correlates with product shelf presentation by 0.273. Thus no need to 

eliminate independent variables from the model. 

Hypothesis Testing 

Variable/Dimension Hypothesis 
P value(ANOVA 

Test Coefficient) 
Decision 

 

 

 

Visual Merchandising 

 

H1=Visual Merchandising does have a significant 

impact on consumer impulse buying in 

Supermarkets with reference to FMCG 

 

 

0.000 

 

 

Accepted 

Window Display 

H2=Window display have a significant impact on 

consumer impulse buying in Supermarkets with 

reference to FMCG 

 

 

0.638 

 

 

Rejected 
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In-Store Product 

Display 

H3=In store product display does have a 

significant impact on consumer impulse buying in 

Supermarkets with reference to FMCG 

 

0.177 

 

Rejected 

Floor Merchandising 

H4=Floor merchandising does have a significant 

impact on consumer impulse buying in 

Supermarkets with reference to FMCG 

 

0.000 

 

Accepted 

Promotional Signage 

H5=Promotional signage does have a significant 

impact on consumer impulse buying in 

Supermarkets with reference to FMCG 

 

0.015 

 

Accepted 

Products Shelf 

Presentation 

H6= Product shelf presentation does have a 

significant impact on consumer impulse buying in 

Supermarkets with reference to FMCG 

 

0.041 

 

Accepted 

 

Conclusion 
 

Before drawing the general conclusions of this study, it’s important to revisit the research problem which was 

formulated at the commencement of the research study. Hence, an overall conclusion could be made thus in 

relation to the impact of visual merchandising on consumer impulse buying behavior: with special reference to 

FMCG in Sri Lankan supermarkets. The factors called Floor merchandising, Promotional signage, Products shelf 

Presentation do have a significant impact on consumer impulse buying in Supermarkets with reference to FMCG 

and Window display. In-Store Product Display does not have a significant impact on consumer impulse buying 

in supermarkets with reference to FMCG respectively. 

 

This research contributed towards both theoretical and practical implications. The theoretical implication stems 

from the fact that the comprehensive conceptual framework model that was introduced in Figure 1 has been 

adapted after the empirical findings. Practical implications stems from the fact that the empirical findings of this 

study will be useful for the retail marketers to better understand how the customers consider window display, 

product display, floor merchandising, promotional signage, and product shelf presentation attached with 

supermarkets visual merchandising, when making their purchase decisions. 

 

The further study may use random sample with larger population to increase the reliability of the result. Also the 

consumers those who are having a kind of knowledge regarding visual merchandising techniques would be much 

effective to be selected as the sample of the research as most of the consumers were not aware & consider about 

those factors with reference to Sri Lankan context. It can be suggested that future research should include some 

other practices or techniques which used by supermarkets. Furthermore, studies regarding internal responses of 

customers exposed to these techniques and retailers or marketers’ point of views can be considered for future 

researches. 
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Abstract 

 
During the past decades, many composting projects have been implemented with the assistance from various donor agencies 

to address the municipal solid waste (MSW) problem in developing countries, especially in urban areas.  However, very few 

of these projects are sustainable and many were reported as failures, some even closed down and most of existing  operations 

rely on heavy subsidies from the Government, foreign funding sources and Local Authorities (LAs). To enhance solid waste 

management (SWM) an initiative called “Pilisaru” project started in 2008 lead by the Central Environmental Authority (CEA) 

to develop the infrastructures of LAs for a better SWM system mainly focusing on composting as an efficient low cost option 

for treatment of the organic waste fraction. However, the initial assessment of this initiative encountered many issues. 

Therefore, this study was proposed to identify main factors that affect the sustainability of municipal compost plants. The 

methods used to obtain data for this research comprise, sample survey that involved five selected compost plants operating 

under LAs in Sri Lanka; a specific field survey that observed waste segregation activities; and a clients perception survey 

conducted in a super market in Colombo that aimed to assess customers perspective on buying and use of compost based food 

products. To supplement the findings of these investigations, a complementary literature review and selected expert interviews 

were carried out with representative stakeholders. The research findings indicate that most of LAs do not have the needed 

expertise to design, implement and manage an integrated SWM system that allows efficient operation of compost plants 

according to recognized  standards. Furthermore, it appears that most of the compost plants do not manage a full-cost recovery 

of their O&M cost with the main issues that users are not charged for the provided waste management services and produced 

compost can not be marketed successfully. Besides, from the perspective of sustainable operation, need and provision of future 

investment is unclear, especially for replacement to maintain an effective operation level. To overcome the emerging 

weaknesses of the Pilisaru project, it is recommended to provide a continuous capacity building programme for the LAs and 

involved stakeholders, supported by public awareness programs, especially for enhanced waste segregation, marketing 

promotion for compost products as well as technical and financial  assistance for relevant stakeholders that need support to 

perform their tasks in the SW value chain. Furthermore, it is envisioned to revisit the provided SWM policies and to add 

regulations that built on insights from best SWM practices in Sri Lanka but also from  applicable international experiences 

from other developing countries. This should also include the production of quality compost that meets the fertilizer demands 

from an agriculture perspective. Lastly, the enhancement of waste segregation practices and involvement of the private sector 

should be addressed in order to strengthen operations and business performance through enhanced public participation and 

Private-Public-Partnerships (PPP). 

   

Key Words: Solid Waste Management, Composting, Smart Agriculture, Value Chain, Technology Management 
 

Introductıon 

 
Improper management of municipal solid waste (MSW) remains a key environmental problem in Sri Lanka. Lack 

of organized systems on waste collection, public participation, waste transport, intermediate treatment, and 

suitable waste disposal have been contributing to aggravate the solid waste problem in the country. The present 

waste disposal practices have created many environmental problems and nuisances for the general public and the 

environment (Hoornweg & Bhada–Tata, 2012; Eheliyagoda & Prematilake, 2016). Composting is considered as 

a suitable solution to solid waste management, especially in the context of developing countries where biogenous 

waste is the main fraction in the public waste collection with 50-80% (Rouse et al., 2008; Binner, 2016; Cofie et 

al., 2016). However, waste recovery and composting are only implemented to a minor degree in most developing 

countries whereas waste dumping remains the dominating waste management practice (Hoornweg & Bhada–Tata, 

2012). Even in industrialized countries implementation of composting or other treatment technologies for organic 

wastes are only gradually increasing, for example in EU, where the recovery of organic waste from municipal 

waste streams was lately reported with 25 Mio tons/year out of collected 80 Mio tons organic waste/year (ECN, 

2014).  

In Sri Lanka, Municipal councils, Provincial councils and Ministry of Local Governments have initiated to set up 

composting plants, mostly in small and medium scales that process input materials in the range of 1 – 20 tons/day. 

Furthermore, many international agencies like KOICA, World Bank, ADB, JICA, UNIDO, ILO, WHO, GIZ, 

UNEP, UNOPS etc., have funded a number of composting projects in various parts of Sri Lanka to provide role 
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models for composting. For most of these projects the capital investment was provided as grants while operation 

and maintenance (O&M) costs were subsidized for an agreed project period. After that, Local Authorities (LAs) 

were supposed to continue the plant operation by their own means and funds. However, due to lacking mechanism 

to recover O&M cost, many LAs struggle to maintain an efficient composting operation. To overcome this 

weakness, the national government of Sri Lanka decided in 2008 to launch a municipal waste management 

enhancement program with focus on composting, called ‘Pilisaru’. To implement this project, US$ 40 million 

public funds from the national treasury were provided to support the financing of investments for municipal 

composting projects with the prime objective of increasing composting, likewise decreasing waste disposal and 

related environmental impacts. The Pilisaru project provides the capital cost as a grant to the LAs or public 

institutes whereas the O&M cost should be borne by the receiving public agency. This capital grant includes 

buildings, access roads, services, equipment and in addition, training to involved staff. Except few plants for 

public institutions, all other plants are owned by LAs as the grant is limited to public agencies. There are no extra 

subsidies for the composting industry in Sri Lanka except the above said capital grant. However, cluster (large 

scale) compost plants receive O&M costs for the first year of operation from the Pilisaru project whereas in the 

following the LAs have to shoulder O&M cost on their own. By August 2016, 113 compost plants are in operation 

from the 131 that have established under the ‘Pilisaru’ scheme (CEA, 2016).  

Methodology 

 
The research methodology used in this study was data gathering based on desk studies, questionnaire, literature 

research and selected field studies to verify specific research aspects, especially related to treatment of organic 

waste, waste segregation performance and consumer perception on the use of compost-based fertilizer.  

 

Assessment of Selected Composting Facilities Operated Under the “Pilisaru Project” 

The assessment of composting technology used by Pilisaru composting plants was based on information provided 

by the Central Environmental Authority (CEA) supported by literature research, selected site visits and expert 

interviews. Five composting plants were selected randomly with four small-medium scale operations and one 

larger composting plant (Kalatura LA). The research questions aimed to reveal information on a) In which aspects 

and dimension do the provided Pilisaru investments enable the recovery of organic waste, likewise decrease waste 

disposal and b) if and how O&M cost are recovered by the operating agencies. Relevant baseline data for the 

selected composting plants are summarized in the following Table 1: 
 

Table 1: Location and Baseline Data of Analysed Composting Plants under This Study (Source: Data from CEA (2013, 

2016) and Census 2014) 
Compost Plant 

investigated 
District Province 

Population 

 

Year 

Funded 

Remarks on Compost 

Operation 

Balangoda Urban Council 

(BUC) 
Ratnapura Sabaragamuwa 23,220 2008 

Medium scale with +20 tons 

waste input/day 

Kaduwela Municipal 

Council (KMC) 
Colombo Western 252,041 2008 

Small scale with <5 tons waste 

input/day 

Kalutara PS (& Kalutara 

PS, Panadura PS, Panadura 

UC) 

Kalutara Western 

341,982 

(Kalutara 

& 

Panadura) 

2011 
Large scale with +35 tons waste 

input/day 

Wariyapola Pradesa Saba 

(WPS) 
Kurunegala Northwestern 61,425 2010 

Small scale with +2 tons waste 

input/day 

Weligama Urban Council 

(WUC) 
Matara Southern 72,843 2008 

Medium scale with +10 tons 

waste input/day 

 

Waste Segregation Performance Check within a Field Survey at Moratuwa 

To gain insights on the actual conduct and performance of waste segregation at source, a specific field survey was 

conducted at the Soysapura Housing complex at Moratuwa. Moratuwa is an urbanized LA located in Colombo 

that has introduced green bins for segregated collection of organic waste lately. This initiative was supported by 

providing information leaflets and though group meetings to explain objectives and use of bins. The field survey 

included on site observation of the actual collection process as well as inspection of segregation results of the 

collected green bins during the time period October 3 – 9, 2016 within 7 observations events done.  

 

Survey on Customer Perception of Use of Compost-Based Organic Fertilizer 



100 

 

To obtain customer feedback, a specific perception study was conducted with consumers at Cargill’s Super 

Market, Union Place (Colombo 2) with 18 respondents who consumed the organic vegetable and/or fruits. This 

survey aimed to obtain feedback on customer’s awareness and willingness to acquire food products grown with 

organic fertilizer as well as additional food products that are demanded and could be recommended to explore 

additional market options for composting products. The interviews were conducted on October 1 and 2, 2016 

(Saturday and Sunday) within the morning periods 8 am – 10 am.  
 

Results and Arguments 

 
Findings for Selected Composting Facilities Operated Under the “Pilisaru Project” 

All of the compost plants operated under the Pilisaru project use a low cost, static windrow-turning composting 

system, mostly performed in-house within a shed to provide protection from weather, especially rainfall. The size 

of the windrows, number of equipment and machineries varies but usually employs tractors, bob cats, secondary 

waste segregation equipment, loaders, hammer mill and rotating screen to conduct the compost production and 

value adding process. The following Table 2 summarizes relevant technical data that were obtained during the 

research of this study: 

 
Table 2: Key Data of Compost Operation for the Analysed Composting Plants under This Study1) 

Compost Plant 

operated by: 1)   

(Located in Province) 

Year 

funded 

Total 

investment 

(SL Rs.) 2) 

Waste 

collection 

(tons/day) 

Waste 

segregation 

Waste input  

composting 

(tons/Day) 

Expected 

Compost 

(Tons/Day) 

Potential 

reduction 

of waste 

disposal3) 

Balangoda Urban 

Council (BUC) 

(Sabaragamuwa) 

2008 4,568,616 15 

Practiced 

and 

satisfactory 

>10 4 80% 

Kaduwela Municipal 

Council (KMC) 

(Western) 

2006 5,345,181 7 

Practiced 

and 

satisfactory 

5 1 70% 

Kalutara PS (& 

Kalutara PS, Panadura 

PS, Panadura UC) 

(Western) 

2011 70,907,797 38 Not known >25 8 65% 

Wariyapola Pradesa 

Saba (WPS) 

(Northwestern) 

2010 4,568,616 2 Not known 1.5 0.4 75% 

Weligama Urban 

Council (WUC) 

(Southern) 

2008 8,670,960 12 
Not 

practiced 
10 2.4 83% 

1) All data from working document provided by Central Environmental Authority (CEA, 2016) 

2) Actual provided investments to LAs for composting under Pilisaru project until 2016 

3) Based on the ratio of average waste collection per day and organic waste used as compost input material 
 
As Table 2 indicates, the investments provided by the Pilisaru project aim in all cases to reduce waste disposal in 

the magnitude of 65 – 83%. However, specific knowledge about the status of waste segregation could only be 

obtained for the LAs Balangoda and Kaduwela. This aspect needs to be followed up in later research since the 

quality of input materials for the composting process is a relevant factor for product quality. The following Table 

3 summarizes the annual waste collection data and targeted compost production rates for the investigated compost 

plants.  

 
Table 3: Assessment of SW Performance and Compost Production Targets for the Analysed Composting Plants1) 

Compost Plant 

operated by: 1) 

Annual 

waste 

collection 

(tons/year) 

Investment / 

ton collected 

SW (SL Rs.) 

Compost 

production target 

(tons/year) 

(based on 220 days) 

Remarks 

Balangoda Urban 

Council (BUC) 
5,475 834.45 880 

Balangoda LA uses dried fecal sludge 

for compost enhancement; the LAs 

realizes full recovery of operation costs 

Kaduwela Municipal 

Council (KMC) 
2,555 2,092.05 220 

A field visit by the author on Nov 19, 

2016 indicated good quality of compost 

input materials  
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Kalutara PS (& 

Kalutara PS, Panadura 

PS, Panadura UC) 

13,870 5,112.31 1,760 

The expected compost production of 

only 8 tons out of collected 38 tons/day 

needs to be clarified (Table 2) 

Wariyapola Pradesa 

Saba (WPS) 
730 6,258.38 88 

It is questionable why the made high 

investment only targets a compost 

production of 0.4 tons/day (Table 2) 

Weligama Urban 

Council (WUC) 
4,380 1,979.67 2,200 

LA provides variety of compost 

products that may be useful for other 

LAs 

1) Based on Table 1 and data from working document provided by Central Environmental Authority (CEA, 2016) 
 

The investment data as provided by CEA (2016) were used to assess the cost of the Pilisaru investment per 

collected ton of SW/LA. However, data to assess the annual operation cost per LA and the dimension of cost 

recovery from user fees and marketing of compost products are not available. Table 3 shows that the investments 

made by the Pilisaru project fall in the range of 840 – 6,260 SL Rs./ ton collected waste. The main effects of these 

investments are avoided waste disposal that may reach a dimension of >60% provided an efficient performance 

related to the set compost production targets would be realized. Based on the observations made, it appears that 

knowledge on business operation, cost recovery and marketing of compost is low in most of the LAs. Besides, 

the quality of produced compost may not attract agricultural users yet, especially the low nutrient content. But, 

Balangoda LA demonstrated that nutrient enhancement can be performed by co-composting approaches and it 

was informed that the produced compost is sustainingly utilized by the local market with increasing demand. 

   
Waste Segregation Performance Check within a Field Survey at Moratuwa 

The LA Moratuwa has provided green bins for segregated collection of organic wastes to all households in the 

Soyasapura Housing Scheme. With the introduced waste segregation scheme, the LA now collects bio-waste daily 

except for Wednesday and Sunday whereas during the latter two days other, non-organic recyclable, segregated 

materials are collected. The daily collection starts at 5 am and lasts until 10 am. The segregated organic waste has 

to be handed over via the provided bins, other items such as plastic bags etc., are not accepted by the public 

collection crew. The LA Moratuwa collects in average 100 tons of SW/day, from that around 50 tons are bio-

waste. An orientation survey conducted to check on the conditions and success of the targeted waste segregation 

during the time period October 3 – 9, 2016. This survey revealed a surprisingly high participation and positive 

waste segregation result. Almost all of the checked green bins contained highly segregated organic waste during 

all of the conducted 7 surveys with main ingredients of kitchen waste, some contained paper and woody 

components, some also impurities from plastic bags or other packages. In general, it was found that the segregated 

organic waste would be well suitable as input material for composting. However, based on experiences from many 

LAs, waste segregation performance can vary considerably in time and may need constant monitoring and 

evaluation to understand potential changes and to provide correction measures in case of deviations from the 

expected results as early as possible. 

 
Survey on Customer Perception of Use of Compost-Based Organic Fertilizer 

The perception survey conducted on Cargill’s Super Market, Union Place (Colombo 2) with 18 respondents 

requested feedback related to the perceived quality of food products based on the following guiding questions:  

a) What would be the main reasons for you to buy organic grown foods?  

b) Would you like to be offered more organic food products on the shelves in future?  

c) Do you know which kind of fertilizer was used to produce the vegetables and fruits available here? 

Question 1: Main Reason for Buying Organic Grown Food Products 

Majority of respondents gave reasons that indicate their concern and awareness towards quality of food intake and 

a healthy lifestyle. In total 14 respondents (78%) mentioned reasons such as ‘health’ and ‘long life’ whereas 5 

respondents (22%) mentioned that they want to be assured to buy products that are ‘non-chemical’.   

Question 2: Demand for Increase of Organic Grown Food Products 

14 out of 18 respondents (78%) gave a clear statement (responses as ‘Yes’, ‘Definitely’ or “I love to”) that they 

are very interested to get more choices on organic grown food products whereas 4 respondents (22%) indicated 

that they are interested in general but somehow under ‘certain conditions’. The latter was expressed with 
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qualifying phrases such as “Depends on quality’, ‘Yes, if the food is produced with quality compost’, ‘Sure’ or 

’Why not’. 

Question 3: Do You Know Which Kind of Fertilizer was used to produce the Vegetables and Fruits 

Available Here? 

Majority of respondents assumed that the food products offered as organic grown at the supermarket are produced 

with compost or natural fertilizer (10 out of 18 or 56%). Only one respondent mentioned that the food is produced 

with organic fertilizer. 7 respondents (39%) of the interviewed clients were less sure but believed that the food 

production was conducted ‘non-chemical’, ‘harmless’ or ‘produced from wastes by ensuring quality’.  

Most of the larger Super Markets that operate in Colombo buy vegetables from small holder farmers from rural 

areas whereas their motivation to do so is also justified under their Corporate Social Responsibility (CSR) 

programs. The results of the conducted survey indicate that these CSR scheme could be extended and that 

consumers would welcome additional food products that can claim an origin of ‘organic farming’. 

Conclusıons and Recommendations 

 
The results of this research indicate that most of LAs do not have the needed expertise to design, implement and 

manage an integrated SWM system that includes a composting scheme and especially lack implementation skills 

to operate composting plants and to successfully market compost products according to common standards. Based 

on the findings, the following recommendations are made to enhance operation of composting initiatives and to 

increase sustainability of the investments made under the Pilisaru project: 

 Increase mandates for resource recovery from waste streams and especially for organic wastes through 

amendment of national and local waste management policies, if possible by gradually increasing specific 

targets for waste segregation, recovery and compost production as mandate for LAs, 

 Strengthen political commitment as a key factor for successful operation of waste management and 

composting projects, this could be reflected by increased efforts for public information and awareness 

programs for waste segregation and resources recovery,  

 Explore options for technology enhancement and value adding of compost products that allow to increase 

nutrient content and to better address needs of agricultural users, 

 Clarify the needed measures and mechanism to enhance the marketing of compost products from 

municipal compost projects run under the Pilisaru project,  

 Provincial councils should play a more active role in supporting LAs in their composting projects; the 

Western Provincial Council could act as a role model, 

 Plantation sector should be targeted as a main potential customer with high demand for fertilizer and 

increasing need for organic grown products that comply with product quality standards of the 

international market to enable export of Sri Lankan agricultural products, 

 LAs should introduce full-cost accounting for their waste management and composting operations to 

better understand project-related cash-flow and to identify and implement enhancement measures; this 

should include to develop and implement suited economic instruments for waste collection and 

segregation, for example through incentives – penalties schemes for compost used by farmers. 

Successful sustainable operation and better cost recovery for composting plant needs to address the following: 

 Nutrient value: Nutrient enhancement of compost products for the targeted consumer segment and farmer 

needs. Fecal sludge integration through co-composting schemes as applied in LA Balangoda could offer 

to tap a valuable nutrient resource that can significantly enhance the compost product. Nutrient 

enhancement could also be achieved by adding manure from animal production if available locally. 
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 Product quality: High quality compost with quality confirmation is needed to promote compost in the 

plantation sector. Willingness to pay seems high for this sector and mechanism that could increase 

compost use by plantation sector should be discussed with Sri Lankan government and involved 

ministries. 

 

 Value adding strategies, for example through nutrient enhancement or pelletizing should be tested to 

produce high value products instead of providing bulk compost; such products could be purposefully 

produced to support specific crop production e.g. for fruits, leafy plants (salad), vegetables and organic 

products (a good example is organic tea) that are targeted for international markets. 

Furthermore, it is recommended to develop and conduct continuous capacity building programs for involved key 

stakeholders and to test specific measures that support compost quality enhancement and product marketing. It is 

emphasized that successful operation of municipal waste management systems require pro-active measures of 

LAs to enable active community participation as shown in the model community Balangoda. This may include to 

establish support measures through Private-Public Partnership (PPP), e.g. as already existing by CSR measures in 

various super markets in Colombo that promote organic grown food products from rural small holder farmers. 

Lastly, further research is recommended to clarify key factors that allow sustainable operation of composting 

projects under the Pilisaru initiative such as: best suited technology approach and business model, capacity needs 

of key stakeholders, value proposition, cost structure and cost recovery mechanism including revenue streams, 

customer segments and relationship as well as marketing channels. To support these measures, the amendment of 

national and local policies may be needed in order to enhance enabling conditions for composting projects and 

organic agriculture including increase of positive effects for the environment, public health and the agricultural 

sector. The latter is considered as the main driver to use compost products and consequently support sustainable 

soil melioration and enhanced food production in Sri Lanka. 
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Abstract 

Food security in the context of rapid urbanization has brought attention to the importance of sustainable city region food 

systems. A global concept of food security encompass with availability, accessibility, utilization and stability of food. 

However, does everyone in the society have equal opportunity to access to sufficient, safe and nutritious food that meets their 

dietary needs and food preference, where 80% of world population is live below the poverty line? Even Colombo in general 

as recognized as urbanized wealthy district in Sri Lanka, there are large number of vulnerable groups do have food security 

issues. However, owing to the stereotype perception, food insecurity among citizens in Colombo has been over looked. The 

purpose of this research is to identify the issues and problems in food value chain in Colombo city region and its impact on 

urban city region food security while recognizing the main indicators to show problem related to vegetable and fruits value 

chain in Sri Lanka. The primary data for the study will be collected from representative random sample of vegetable food 

value and fruits value chain actors through face to face interviews, open ended questionnaire in order to identify issue in chain. 

Identified issues have been further analyzed with secondary data and indicators are derived to measure problem areas in food 

value chain and food security impact. This paper introduces a conceptual framework to guide the food value chain issues and 

its impact on food security. The conceptual framework specifically focuses on developing food security indicators for the 

future decision making process. Finally, this study will be a foundation to suggest policies and strategies for the development 

of economically, environmentally and socially sustainable city region food value chain  that integrate urban and rural sectors 

and actors such as all level of government, nongovernmental and community-based organizations, farmers’ organization, the 

private sector and the research communities. 

 

Key Words: Food Value Chain, Food Security, City Region Food System 
 

Introductıon  
 
Food and nutrition security in the context of rapid urbanization has brought attention to the consequent rural 

impacts and the importance of sustainable food systems. Today, it is increasingly realized that city region food 

systems can play an important part in helping to provide for many people’s food security and nutrition. The 

agricultural and food value chain is composed of farmer input supply, production, post-harvest handling, traders, 

food manufacturing companies, retailers and consumers. Identifying issues along the Agri-food value chain could 

help its members (e.g. Farmers, food producers, food retailers, and consumers) mitigate these issues, and help 

improve the chain’s effectiveness and impact on local and regional economies(Bloom and Hinrichs 2011). 

Problems in the food value chain hinder the potential gains that could have been attained from existing 

opportunities (Fernando S. 2016). In this regard, food value chain and its impact on food security analysis is an 

interesting process that has not been investigated much in the Sri Lankan context. 

A global concept of food security is a challenge for Sri Lanka as well. Food security has a great relation with 

agriculture. Most of the city regions in Sri Lanka link with agriculture based economies. Therefore, the food 

system in Sri Lanka links agriculture and urban centers of various sizes, including cities and secondary towns. 

The term ‘city region’ refers not only to megacities and the immediate, proximate rural and agricultural areas 

surrounding them, but also to small and medium-sized towns that can serve to link the more remote small-scale 

producers and their agricultural value chains to urban centers and markets. For instance, Colombo city region has 

directly link with other cities and rural producers such as Nuwaraeliya, Dambulla…etc. As population gravitates 

towards urban centers like Colombo, there are increasing difficulties in meeting the needs and realizing the rights 

of growing urban population. There is a need to better understand the appropriate scales and entry points for food 

system development to achieve sustainable food system. Therefore, understanding, characterized and map city 

region food system, while analyzing critical issues, weaknesses, gaps and bottleneck with local priorities will help 

to achieve better economic, social and environmental conditions in both urban and nearby rural areas (FAO 2014). 

The purpose of this research is to identify the issues and problems in food value chain in Colombo city region and 

its impact on urban city region food security while recognizing the main indicators to show problems related to 

vegetable and fruits value chain in Sri Lanka. With this main purpose, this study indented to answer the following 

research questions; 
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 What are the main food value chains exist in the Colombo city region? 

 What are the main issues in vegetable & fruits value chain in Sri Lanka? 

 How are the issues and problems in vegetable & fruits value chain affecting on urban food security? 

 What are the main indicators that show problems related to vegetable & fruits value chain in Sri Lanka? 

 What are the policies and strategies applicable to overcoming issues in vegetable & fruits value chain? 

Daily food patterns of Sri Lankans depend on socio-demographic diversities, even though rice and rice related 

food had been the main meal in Sri Lankan agrarian society. The major food groups of Sri Lankan dietary pattern 

consists with cereals, prepared food , pulses, vegetables, yams and other, meat, fish, dried fish, eggs, coconuts, 

condiments, milk and milk food, fat & oil, sugar Juggery & treacle, fruits, confectionery & short eats , beverages 

(non-alcoholic ) and other food (HIES 2015). Therefore, among large different food groups of food value chain, 

Fruits and Vegetable (F&V) groups are selected for the further analysis with this study. (HIES 2015)Illustrated 

that highest expenditure on consumption of vegetables are described from Brinjals and Beans and highest 

expenditure on consumption of fruits are reported from Banana and Papaw. Therefore, the scope of this study 

further narrows down to the two representative vegetables (Brinjals and Beans) and two representative fruits 

(Banana and Papaw). 

Problem Identification 

The agricultural and food value chain is composed of farmer, input supply, production, post-harvest handling, 

traders, food manufacturing companies, retailers and consumers. The value chain is defined by vertical and 

horizontal linkage (Spencer and Kneebone 2012) with a range of players. As per pointed by (Sobal, Khan, and 

Bisogni 1998) the different types of food and nutrition system revealed different characteristics. Food chains, food 

cycles, food webs and food contexts are existing models which are not comprehensive and focused on placing a 

specific issue into a larger context. Food chain models focused on the flow of material or objects through a 

sequence of steps, emphasizing movement and transformation through a series of stages that are often ordered 

and linear(Sobal, Khan, and Bisogni 1998). In recent years, international organization and donor agencies have 

increasing use of value chain analysis in policy and project work in developing countries. However, a conceptual 

framework that logically combines global value chain theory with practice to guide such activities in agro-food 

chains is lacking. (Reardon et al. 2012) emphasized future agenda for developing a transdisciplinary, 

multidimensional conceptual framework to study food value chain in order to establish best practice to benefit the 

poor, protect the environment, and help smallholder farmers meet growing consumer demand for sustainability 

attributes. 

The Supply Chain Management (SCM) of perishable food produce found the processes from production to 

delivery of the Agri-fresh produce. i.e. from the farmer to the customer. SCM of perishable food produce is 

complex as compared to other SCMs due to the perishable nature of the produce, high fluctuation in demand and 

prices, increasing consumer concerns for food safety & quality, and dependence on climate conditions. Perishable 

food produced in the farmer’s field reaches the end consumer through a chain of intermediaries(Halder and Pati 

2011). These intermediaries carry out various functions, such as transfer of ownership of commodities, its 

movement, maintenance and preservation of quantity & quality, payment to the seller and commodity delivery to 

the buyer. 

Cities can build more sustainable food systems to prevent and reduce food wastes, provide decent livelihood 

opportunities for rural, peri-urban and urban producers, promote sustainable ways of food production, processing 

and marketing, and ensure food  and  nutrition security for all consumers and value chain actors (FAO 2014). 

Improved city region food systems will help to achieve better economic, social and environmental conditions in 

both urban and nearby rural areas (RUAF 2015). 

The world needs to produce at least 50% more food to feed 9 billion people by 2050 (FAO 2015). However 

climate change could cut crop yields by more than 25%. The land, biodiversity, oceans, forests, and other forms 

of natural capital are being depleted at extraordinary rates. Unless we change how we grow our food and manage 

our natural capital, food security—especially for the world’s poorest—will be at risk. Addressing the urban 

dimension of food insecurity is also important to reduce urban food insecurity. Most of the time cities and peri-

urban areas have problems that are very different from those of rural areas in terms of availability and access to 

food, market development, management of natural resources, access to basic services (FAO 2015). Food security 

is a situation that exists when all people, at all times, have physical, social, and economic access to sufficient, safe 

and nutritious food that meets their dietary needs and food preference for an active and healthy life (FAO 

2005).Food availability, food price and nutrient security are the dimensions that address the issue of food security. 
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It is also interesting to note that there is a hierarchical interdependency among those dimensions (Barrett 2010): 

availability is a necessary, yet insufficient, condition for access, which in turn is necessary, to reach adequate 

nutritional outcomes. 

Food security can be ensured only if two conditions are met; food must be available and households must have 

the ability to acquire it (The World Bank 1990). Therefore, availability of sufficient quantities of food of 

appropriate qualities, supplied through domestic production or imports is vital. Food access refers to the ability of 

households to obtain food, whether its source be home production, commercial purchases, or transfers. It may be 

considered as roughly equivalent to “real household income” or “effective demand”, with respect to the cost of 

some prescribed food basket. Together, income and price are important determinant of food access. Security of 

food access, however, implies that we consider both current and future sources of production and income(Diskin 

1994). Food accessibility is defined as utilization of food by individuals through direct consumption (UNDP 

1998). One factor that directly affects food consumption is food price. Low-food price equates to easier access to 

food and higher levels of consumption. The role of food prices may be important for producers and consumers. 

Food prices have a strong influence on real incomes for poor consumers because a larger share of their income is 

spent on food (Diskin 1994).People with equal access to food, but different food preferences, could show different 

levels of food security. As long as the term, “preferences “are interpreted to mean foods that are socially & 

culturally acceptable and consistent with religious and ethical values(Molnar 1999). Additional gains to food 

production and food security will come from newer techniques and processes developed recently due to 

information technology, biotechnology and nanotechnology. Deployment of these technologies can be facilitated 

by using policies that promote inventions, innovations and diffusion, dissemination of information, improvements 

in market access, and minimizing risks to health of humans and livestock (Kasturi 2009). 

Food value chain plays a crucial role in productivity growth and food security through direct and indirect effects. 

However, greater food security will be achieved through a combination of different indicators(Campbell et al. 

2009) and in many cases ,assumptions of strong and straightforward linkages along the pathway from food 

production to nutritional outcomes are not well-founded. A major problem in the consideration over the nature 

and extent of the relationship between issues in food value chain and food security has been a lack of empirical 

data for measuring the linkages. 

Methods   

 
This study is based on a qualitative, exploratory research design and used focus group discussions, personal 

observations, open ended questionnaire and face to face interview as its primary data collection techniques. As 

identified in literature review, the highest expenditure on consumption of vegetables are described from Brinjals 

and Beans and highest expenditure on consumption of fruits are reported from Banana and Papaw (HIES 

2015).Therefore Brinjals, Beans ,Banana and Papaw were selected as representative fruits and vegetables for this 

study. Sample for the focus group discussions and in-depth interviews were selected from different value chain 

actors. Farmers and Intermediaries from Welimada and Embilipitiya were considered since they were responsible 

of supplying larger share of the above said vegetables and fruits to Colombo city region. Wholesalers and retailers 

of Colombo Manning market which is the hub of Colombo food value chain and Consumers within Colombo city 

limits were also consulted in focus group interviews and In Depth interviews to represent food value chain. 

The discussions and interviews were facilitated by guides focusing on food value chain issues under food 

production, food transport/storage/process, Food processing and price. The data resulting from the discussion and 

interviews were transcribed and analyzed using qualitative thematic analysis approach with Nvivo software 

package to identify, analyze and report patterns (themes) within data. The thematic analysis coding were used to 

categorize food value chain issues under different themes. Final outcome of primary data, were further validated 

with expert survey. Identified food value chain issues and problems are classified based on the food security 

dimensions and upon the completion of the classification process, panel of experts were asked to prioritize the 

food value chain issues or problems from the collapsed category list within each food security dimensions. Apart 

from that, secondary data were gathered from annual reports, journals, government publications, central bank 

report, and FAO (Food & Agriculture Organization) reports. Identified issues have been further analyzed with 

secondary data and indicators are derived to measure problem areas in food value chain and food security impact. 

Fındıngs and Argument 

According to the findings Colombo Manning market is the center for wholesale marketing and there are different 

types of distribution flows associated from farmer to consumer through this main exchange point. Under the 
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thematic network analysis F&V value chain issues are categorized into five main themes including 

input/production related issues, finance related issues, public institutional support issues, policy related issues and 

infrastructure related issues .Vegetable/Fruits price fluctuations, excess supply and wastage are the most common 

and recent issues that are famous in vegetable and fruit supply chains. However, due to the traditional supply 

chain, F&V supply chain is not the demand driven and the price of the F&V are determined by the daily supply 

and demand. Quality of the harvest is another important factor, which influences the F&V price fluctuation. 

Transportation and food waste are another major issues for F&V value chain .Finally, Colombo city region food 

value chain issues and problems are categorized under main value chain processes & further analysis carried out 

with primary and secondary data to support derived (Table 1) indicators (FAO 2014);(Fernando S. 2016);(RUAF 

2015) to measure issues and gaps in F&V value chain. 

Table 1: F&V value chain process and related indicators 

Value Chain 

Process Areas 
Indicators 

Production I1: Availability of local products labels 

I2:Number of urban agriculture producers 

I3: Number of farms in the city region for different food products 

I4: Share of food coming from the city region versus imported 

Transport/storage/p

rocess 

I5:Number, type and geographic spread distribution points in the city region 

I6: Number of food wholesale and distribution business  

Processing I7: Carbon foot prints city region food processing and manufacturing 

I8: Diversity in food retail and catering in the city region 

I9: Type of food categories/volumes of city region produced/processed food procured 

Price I10: Consumer food price for different food products across different types of outlets in the city 

I11: Source of food products that are sold wholesale or distributed in the city 

I12:Price difference between farm gate and the retailer 

Reference: (FAO 2014);(Fernando S. 2016);(RUAF 2015) 

Conclusion and Recommendatıons 

 

 
Figure 1: Conceptual Framework: Linking Food Value Chain and Food Security 

Result driven from this study contributed towards the theoretical and practical implications. This paper introduces 

a conceptual framework (Figure 1) to guide identifying the food value chain issues and its impact on food security. 

The conceptual framework specifically focuses on developing food security and food value chain related 

indicators for the future decision making process. Similarly, food availability, access, utilization, vulnerability 

and resilience linked with best practice in food value chain. With sufficient empirical evidence, this framework 

could be used to identify linkages, actors and process of the food value chain for developing policy or institutional 

intervention to improve food security. However, first it is necessary to describe and analyse not only the 

component, parts and actors, but also the interaction among these parts and actors that produce variable outcome. 

Subsequent food value chain should be coupled with social, political, ecological systems and sustainability 

dimensions. 

 

Source: Author Compile 
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Abstract 

Software development industry is one of major income source to Sri Lanka. Most of the developed countries looking for 

developing countries with IT literate workforce to be their outsourcing partners due to cost advantage. These outsourced 

projects have software quality as a major factor, as such improving quality leads to decrease in rework, costs and schedules. 

All these lead to improvements in firm’s competitiveness making it possible to create a large market share, and healthy revenue. 

In software industry, there are several job roles relates to software development life cycle. For these jobs, there are different 

interests and different perceptions among the software related society. According to these beliefs and values systems people 

rate these jobs personally. However, there is a trend to be seen among the graduates with best results do not tend to choose 

software quality assurance as their career path due to several reasons. The objective of this research is to identify the reason 

behind making graduates who perform well to not select QA as their career path, identify their perception on software quality 

assurance and to suggest possible improvements to be made for making software QA jobs to be more attractive among the best 

performing graduates. The research is carried out using a quantitative method with questionnaires and interviews to understand 

the relationship between variables: salary, recognition, social benefits, formal education support, avenue for CPD and future 

prospects, and lack of Knowledge on QA job role with the dependent variable: Selecting a QA career path. Significance of the 

study is to, improve the software quality by recruiting well performed graduates and increase software quality standard in Sri 

Lankan software industry. 

Key Words: QA – Quality Assurance, CPD – Career Prospect Development, SE – Software Engineer, QAE - Quality 

Assurance Engineer 

Introduction 

Software development industry is one of the major income sources to Sri Lanka in present context and playing 

vital role in the economic development and export market. Most of the developed countries looking for developing 

countries with good IT literate workforce to do the software outsourcing to gain cost advantages. These 

outsourcing partners consider software quality as a major factor too. When it comes to software, quality is a factor 

that cannot be ignored. Software must suit the purpose as low quality always incurs cost and leads malfunction of 

associated business process consequently. Improving quality leads to decreasing rework, costs and schedules. All 

these lead to improvements in capability by lowering price and making it possible to create a large market share 

thus leading to increased profits and better business competitiveness. There are over 300 Software development 

companies that operate in Sri Lanka, most of them are small and medium companies and few large global players. 

(SLASSCOM 2014) 

In software industry, there are several job roles that involves in the quality enhancements such as, business 

analysts, software engineers, quality assurance engineers, project managers, technical operators, network 

engineers, technical support, etc. These job categories act different roles in software development life cycles with 

different types of contributions towards better software product. Hence, for these jobs, there are different interests 

and different perceptions to be seen among the software related society. Based on that, people have rated these 

jobs as per their perception. Nevertheless, all of these job roles have their own value to the software industry.  

Every year approximately 6000 students graduate and join in IT industry from local and private universities in Sri 

Lanka. There are more than 500 companies in the current Sri Lankan software, IT and BPO industries. All these 

companies should be able to cater for jobs for those graduates.  

This research is based on a practical problem that does exist in the software development industry at present. And 

Mr. Sanjeewa Senarath (Senarath 2016) who is the Head of Quality engineers at Pearson Lanka justified it by 

sharing his personal experience in the industry, “when recruiting employees for the quality assurance engineering 

field, the candidates who apply for this position in general is very selective. Because, those students who perform 

well in their undergraduate period or those get the best results are reluctant to choose software quality assurance 

engineering as their career path. It has now become a norm in general, that best result graduates have to select the 

software development career path. We find this problem very commonly in the industry”. 
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For those companies, who really focus on software quality and knows the importance of the quality assurance 

face this problem very often as they cannot sometimes choose the best fit employees for the position. In this way 

the standard of the quality assurance field goes down. In this study, following factors directed the research 

questions. 

 No proper idea about what software quality assurance is and the impact of quality assurance for a 

software  

 Lack of knowledge on quality assurance area given to the undergraduates during their academic period 

 

According to the problem of the study and the questions raised, the objectives are set to achieve at the end of the 

research. These research objectives can be stated as follows: 

 To identify the reasons for the lack of interest in QA of the students who perform well academically. 

 To examine the relationship of the factors that contributes this problem. 

 To investigate and determine the significance of the factors which affect the problem of not selecting QA 

as their career path by the well performed graduates.  

 To suggest solutions to improve the QA career prospects as perceived by the well performed graduates. 

 

The literature review illustrates the related work and background of the research in the areas of concern to establish 

the theoretical basis for the research. It will also give knowledge to the reader about the literature that will be 

helpful for this research. The relevant literature is listed under following major sections: 

What is Software Quality and How is it being Defined? 

 

As many well-known authors and researchers have provided an answer to this, some of the more prominent gurus 

of the quality management community have provided the answer like this.  There are two major camps according 

to (Hoyer et al. 2001) when discussing the meaning and definition of software quality as follows; 

 

1) Conformance to specification: Quality that is defined as a matter of products and services whose 

measurable characteristics satisfy a fixed specification – that is, conformance to an in beforehand defined 

specification. 

2) Meeting customer needs: Quality that is identified independent of any measurable characteristics. That 

is, quality is definite as the products or services capability to meet customer expectations – explicit or 

not. 

 

Importance of Software Quality Assurance 

 

With the development and advancement of new product and services, a major process, which needs to be 

systematic analyze is the quality assurance aspects. Software Quality Assurance has become a crucial process 

nowadays as a failure or erroneous operation of mission-critical software might result in serious consequences 

like considerable financial loss and missed targets (Bhaumik 1988). 

 

Quality Assurance Career Path 

 

Most of the people do not have a proper idea about the QA career path and how long you could go along that path. 

Same as the software engineers’ career path, you can go ahead starting with trainee, QA engineer, Senior QA 

engineer, Lead, QA Architect, Manager and Head of Department likewise with the experience and knowledge 

you gain. Not only that but also, as per the Software engineers, QA Engineers also have professional exams which 

adds value to go ahead the career path (Shan 2014). 

 

QA Engineers vs. SE Skill Requirements and Knowledge among the Undergraduates on the Industry 

 

When it comes to the industry, these two categories have different requirements. But it’s not true that QA is a low 

qualified job than SE. Because, QA is not only about doing manual testing, it has an automation part as well. So 

the development knowledge and the scripting language knowledge is important up to a certain level. And a QAE 

should have more analytical skills than a developer. And QAE should be able to communicate with technical and 

non-technical resources as well. Therefore, QAE has to do a better role in the industry with multi-tasking. But 

these things are not being taught in the undergraduate curriculum so they are not tend to select QA career path 

(Shan 2014). 
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Job Attraction 

 

The job attraction is based on the job satisfactions and the theories base on that as for examples, Alderfer’s ERG 

theory, Mashlow’s needs hierarchy(Jerome March. 2013), Herzberg’s two-factor theory of job 

satisfaction(Smerek and Peterson 2007). Job attraction can be considered as another factor that person tend to 

select a particular job. It is common to any job selection and any person in different levels. People select jobs on 

their desires depending different variables. 

 

Formal Education 

 

As per the Sri Lankan IT curriculum, in local and private universities, they haven’t put a lot of effort on focusing 

on teaching about QA or adding lot of modules related to QA area. Therefore, the undergraduates who pass out 

do not have a better idea about what QA is.(Colombo 2009),(Moratuwa 2015),(SLIIT 2016-2017) 

Hence, from this research our aim is to analyze the reason behind why the well performed students often reluctant 

to select QA as their career path. 
 

Methodology  

 
Conceptual Framework 

 

 

  

 

 

 
Figure 3: Conceptual Model 

 
Hypothesis of the Study 

Study includes four hypothese based on the conceptual framwork illustrated in Figure 4. 

H1 – There is a positive relationship between ‘Lack of Knowledge on QA job role in the software industry’ and 

‘Selecting QA career path by well performed graduates‘ 

H2 – There is a positive relationship between ‘Formal Education,(QA related modules in the undergraduate 

curriculum)’ and ‘Lack of Knowledge on QA job role in the software industry’  

H3 – There is a positive relationship between ‘Job attraction (Salary, recognition, job satisfaction)’ and ‘Selecting 

QA career path by well performed graduates’  

H4 – There is a negative relationship between ‘Avenue for CPD, Future prospects’ and ‘Selecting QA career path 

by well performed graduates‘ 
 

Data Collection and Analysis 

The Research has been conducted as a quantitative analysis technique. Target Population was taken by collecting 

employee figures from selected IT companies in different levels such as, small, medium and large scale. And also 

with five IT undergraduates each set from five universities including public and private. As per the mentioned 

combination, the total sample got around is 250. In the research we follow a structured questionnaire survey to 

collect data by using indicators derived from the independent and dependent variables in the framework to 

measure those with 5 point Likert scale. Descriptive analysis techniques are used to have a better understanding 

of the dataset. Statistical analysis techniques such as correlation analysis and multiple regression analysis will be 
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used for inferential analysis of the collected data set (Sekaran 2014). The collected data was analysed using The 

Statistical Package for Social Sciences (SPSS) software. 

 

Fındıngs and Argument 

According to the recieved data so far, it clearly shows that the people who have selected the Quality Assurance 

job role have obtained lesser level of classes than the people who have selected Software Engineering and 

development career path. The relationships between the dependent and indipendent variables are showen in the 

following table (Table 1) of Perason Correlation. 

Table 1: Model Summary of Analysis 

**. Correlation is significant at the 0.01 level (2-tailed). 

*. Correlation is significant at the 0.05 level (2-tailed). 

According to the results interpritations are as follows. 

 H1: ‘Lack of Knowledge on QA job role in the software industry’ and ‘Selecting QA career path by well 

performed graduates‘ has a moderate positive relationship 

 H2: ‘Formal Education,(QA related modules in the undergraduate curriculum)’ and ‘Lack of Knowledge 

on QA job role in the software industry’ has a weak positive relationship 

 H3: ‘Job attraction (Salary, recognition, job satisfaction)’ and ‘Selecting QA career path by well 

performed graduates’ has a weak positive relationship 

 H4: ‘Avenue for CPD, Future prospects’ and ‘Selecting QA career path by well performed graduates‘ 

has a moderate positive relationship 
 

Conclusions 

Based on the results of correlation analysis, H1 can be accepted at 0.01 level of significance. As well as H2 and 

H3 also can be  accepted with weak correlation. And H4 has to be rejected acording to the hypothesis since it has 

a strong positive relationship between the independent and dependent variables. The relationship between Job 

attraction and selecting QA career path is very low according to the received data. Where the reason could be the 

attraction is more on to other job categories than QA career path. Acording to these results, although the 

relationship between formal education and the knowledge on QA job role in the software industry is relatively 

weak, the relationship between knowledge on QA job role in the software industry and selecting QA career path 

by well performed graduates is moderately strong since the knowledge on QA job role given during their 

undergraduate curriculum is very low. This suggest interesting findings as such to reshape the undergraduate 

curriculum by introducing more opportunities to develop student knowledge on QA and the Sri Lankan industry 

to seriously look into the matter with possible sector-wise remedial strategies (matching salaries, better 

recognition, etc.) to address this challenge. However, further research dwelling into these suggested areas is highly 

recommended before implementing policy level directives into undergraduate curricula and as industry norms. 
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Abstract 

This research study is conducted with the main aim of identifying the impact of Technological Innovation on Enterprise 

Growth with special concern on Tailoring SEs in Puttalam district of Sri Lanka as the existing gap of this research’s 

emphasizing scope is very much high in Puttalam district. This research considers mainly on four types of Technological 

Innovation based on Machine Technology, Computerized Operations, Mobile Technologies and Other Communication Media 

Technologies. From the sample of 100 Tailoring SEs, primary data is collected using a questionnaire followed by a Descriptive 

plus an Ordered Logistic Regression Analysis have performed. According to the results, the growth of Machine Technology, 

Computerized Operations, Mobile Technologies and Other Communication Media based Technological Innovation lead for 

Enterprise Growth. Besides explains that higher (up to date) the extents of Machine, Computerized Operations, Mobile and 

Other Communication technologies, higher the positive contribution for Technological Innovation performance. Further 

reveals, presently, the Machine Technology Usage is high thus the Innovation performance based on Machine Technology is 

almost half while the Computerized Operations Usage is low. But among the users, the Innovation performance is at a higher 

level. Present Mobile Technologies Usage is high thus the Innovation performance based on Mobile Technologies is almost 

60%. Though the Other Communication Media Usage is high, only a 58% performed innovation. Inadequate finance, lack of 

the knowledge, poor awareness, lack of trust and inadequate infrastructure are identified as the main reasons for the lower 

orientation of Tailoring SEs towards Technology based Innovation. To promote technology based more value addition 

Tailoring SEs in Puttalam district, emphasis on Technological Innovation among Tailoring SE owners is essential where there 

is a requirement of Tailoring Industry and SEs category aspects specific Business Incubator (BI) model in Sri Lanka with high 

technology sense. Establishment of a good financial and credit assistance system in Sri Lanka for techno-based Tailoring SEs 

and implementation of a vibrant national policy are also vital. 

Key Words: Technological Innovation, Tailoring SEs, Enterprise Growth  
 

Introduction 

 
Technological Innovation is the most appropriate term that every nation in present highly technology driven world 

should follow to become a great nation. The link between technology with entrepreneurship(Technological 

Innovation) and ensure  the growth of  Small Enterprises (SEs) in a given economy has long been accorded a 

prime place in business, management and economics which still, remains inadequately tapped(Dutse A.Y et al., 

2013). The Technology is the wealth of nations as it’s true that the cutting edge technologies offer the countries 

more competitive edge plus immense of opportunities to be rich. (Schumpeter, 1950) views that the 

entrepreneurship is a force of ‘creative destruction’ which is primarily concerning on ‘value addition’. The 

development and sustainable growth of the new and existing ventures is a sign of healthy and fruitful 

entrepreneurial activities in a society. Technological Innovation is a process of merging technology prowess and 

entrepreneurial talent and skills (Selvarani and Kanagaraj , 2015). 

The Sri Lankan economy is comprising of Micro, Small and Medium scale businesses largely represent more than 

85% thus majority of the businesses are coming under the Small Enterprises (SEs) category. The Tailoring 

category SEs represent significantly a high portion from the entire proportion of SEs as a great deal of SE startups 

exist under the Tailoring category. Moreover, Puttalam district possess the 3rd place under the terms of 

‘underdevelopment’ and ‘poverty’ in Sri Lanka (Department of Census and Statistics, 2013).Out of Puttalam 

District’s total 4.4% of establishments holistically, 2.7% is coming under the Manufacturing Industry thus out of 

2.7%, 1.9% is related with Custom Tailoring/Clothing/Textile category (Non Agricultural Economic Activities In 

Sri Lanka, 2013/2014) 

Since this is the scenario, the Tailoring SEs have more responsibility towards the Sri Lankan economic and social 

perspectives as to contribute more to the country. This is the place where the doubt arise where more contribution 

from SEs sector including Tailoring SEs is highly questionable in Sri Lankan context because more than 90% of 

SEs are having traditional general practices and conventional business activities. Moreover, a great deal of SEs 
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do not have a proper plan for their business operations, no any scope, lack of entrepreneurial skills, technology, 

finance, management skills etc. The most regretting fact is that, most of the Tailoring SEs do not possess the 

required level of appropriate up to date advanced technologies, technological equipment and tools thus less 

awareness on modern world new technologies. According to the Wickramasinghe (2011), the percentage of value 

addition is only 3.3% by the SEs established under The Tailoring/Textile/Wearing Apparel category in Sri Lanka 

thus the extent of technology usage of Tailoring SEs in the world is very much high as most of the Tailoring SEs 

in other countries have given higher importance to the open technology based innovation (Lichtenthaler, 2008). 

This stats clearly elaborate that the Sri Lankan Tailoring SEs value- addition for the Sri Lankan rural economies 

and for the entire country’s domestic economy is really in a worse state thus Sri Lankan Tailoring SEs are at a 

lower level of up to date technology adaptation and technological advancements usage for their operations when 

compare with the global Tailoring SEs context. 

Problem Statement of the Study 

How the level of Technological Innovation of Sri Lankan Tailoring SEs contributes to the Enterprise Growth?  

 
Research Objectives 

 Identification of the present level of Technological Innovation of Tailoring SEs in Puttalam district.  

 To explain the relationship of Technological Innovation on Sri Lankan Tailoring SEs growth.  

 To identify whether there is any effect from the different extents of technologies for Technological 

Innovation performance of Tailoring SEs. 

 Identify reasons for the lower orientation of Sri Lankan Tailoring SEs towards technology based 

innovation.  

 How to promote technology based more value addition Technopreneurial Tailoring SEs in Puttalam 

district and in Sri Lanka.     
 
Methods 

 
Geographical Area of the Study 

For this research study, the Tailoring Small Enterprises (TSEs) in Puttalam district are selected. The sample is 

drawn from the Tailoring SEs in Puttalam district which are coming under the category of employees 5-24 

according to the Industry & Construction division of Non-Agricultural Activities in Sri Lanka -2013/14 Economic 

census.  

Research Design 

 Survey Research Approach.  

Primary data is collected from the sample to test the hypothesis.  

 Sampling Plan.  

To measure the technological innovation and enterprise growth, the unit of analysis is the entrepreneurs 

(owners) of Tailoring SEs in Puttalam District. The total population of the Tailoring SEs in Puttalam 

district which are coming under the above category of employees 5-24(Industry &Construction division) 

is 123(‘Sampath Pathikada’ resource base). Sample size is 100 which is drawn from the Tailoring SEs 

of total 16 Divisional Secretariat divisions in Puttalam district. Simple Random Sampling is used to take 

the sample of 100 from the Tailoring SEs in Puttalam district.  

 Contact Method.  

The respondents contact face to face directly and through the telephone.  

 Research Instrument.          

        

http://www.sciencedirect.com/science/article/pii/S0166497208001314#bib29
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A structured questionnaire which is consisting of 3 Point- Likert scales/ Nominal scales are used to 

measure the dimensions. Before conducting the questionnaire survey, a pilot study is carried out with 

few respondents to confirm the validity of the constructs. Few deep in-sighting interviews with few 

entrepreneurs (owners) are also carried out to improve the qualitative and quantitative findings of the 

research study.    

Conceptualization of the Study 

Technological Innovation - Measures the Tailoring SEs performance of Machine Technological Innovation, 

Computerized Operations based Innovation, Mobile Technological Innovation and Other Communication Media 

based Innovation (Dutse et al., 2013).  

Enterprise Growth – Signifies by the main two dimensions of  Output and Sales where increases in output, 

increase in output(product) quality and increase of new facilities, increase in profits represent the indicators of  

the above two main dimensions respectively(Dutse et al., 2013).        

Findings and Argument 

 
In accordance with the identification of the present level of technological innovation of Tailoring SEs in Puttalam 

district, according to the research results, the Machine Technology Usage of Tailoring SE owners in Puttalm 

district is 100%.The Innovation performed from  the Machine Technology Usage by  the Tailoring SE owners is 

53% while 47%  has not performed any innovation. Derives that, though the Machine Technology Usage is high, 

the Innovation performance based on Machine Technology Usage is almost half by the Tailoring SEs in Puttalam 

district.               

Moving on to the Innovation from Usage of Computerized Operations by the Tailoring SE owners in Puttalm 

district, as per the research results, Computerized Operations Usage of Tailoring SE owners in Puttalm district is 

44%. Accordingly, from the 44% of computerized operations users, a 73% performed innovation using 

Computerized Operations while 27% has not performed any innovation. Concludes that, the Computerized 

Operations Usage is low in Tailoring SEs in Puttalam district thus among the computerized operations users, the 

Innovation performance is at a higher level. 

When it comes to the Innovation from Mobile Technologies Usage by the Tailoring SE owners in Puttalm district, 

the Mobile Technologies Usage is 100%.The innovation performed by the mobile technologies users of Tailoring 

SEs category in Puttalam district, from the 100% of mobile technology users, a 59% performed Innovation using 

Mobile Technologies while 41% has not performed any innovation.  Derives that albeit the Mobile Technologies 

Usage is high, the Innovation Performance based on Mobile Technologies Usage is almost 60% of the Tailoring 

SEs in Puttalam district.  

Emphasizing on the Innovation from Other Communication Media usage by the Tailoring SE owners in Puttalm 

district, the Other Communication Media Usage is 100%.The innovation performance by the Tailoring SEs in 

Puttalam district, from the 100% of Other Communication Media users, a 58% of Tailoring SE owners performed 

innovation while 42% has not performed any innovation. 

When explaining the relationship of Technological Innovation on Sri Lankan Tailoring SEs growth, the research 

study found that the growth of Machine, Computerized Operations, Mobile Technologies and Other 

Communication Media based Technological Innovation leads to Enterprise Growth. Therefore, the growth of 

Technological Innovation of Tailoring SEs lead for Enterprise Growth.  

The research findings on the effect from the different extents of Machine, Computerized Operations, Mobile and 

Other Communication Technologies for Technological Innovation performance reveals that higher the Extent of 

Machine Technology Usage, Computerized Operations Usage, Mobile Technologies Usage and Other 

Communication Media Usage higher the performance of Machine, Computerized Operations, Mobile 

Technologies and Other Communication Media based Innovation 

When identifying the reasons for the lower orientation of Sri Lankan Tailoring SEs towards technology based 

innovation, many Tailoring SE owners of the Puttalam district are not in a good financial position to adopt new 

technologies. Most of Tailoring SE owners are lacking of the knowledge on most of the new technologies and 

improvements. Moreover, the awareness of the Tailoring SE owners on these new technologies and advancements 
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is not at an acceptable level. Besides, the Tailoring SE owners trust worthiness on new technologies is less thus 

Tailoring SE owners are lacking of adequate infrastructure require for these new technologies and improvements. 

Conclusion  

According to the derived results from the analysis which is totally based on the primary data collected from the 

selected sample of Tailoring SEs in Puttalam district, the present level of Machine Technology Usage is high but 

the Innovation performance  based on Machine Technology Usage is almost half by the Tailoring SEs in Puttalam 

district. The Computerized Operations Usage of Tailoring SEs in Puttalam district is low thus among the 

computerized operations users, the Innovation performance is at a higher level. Despite the Mobile Technologies 

Usage is high, the Innovation performance based on Mobile Technologies Usage is almost  60% of  the Tailoring 

SEs in Puttalam district while100% of Other Communication Media users, 42% of Tailoring SE owners have not 

performed any innovation. Further reveals that the growth of Machine Technology, Computerized Operations, 

Mobile Technologies and Other Communication media based Technological Innovation of Tailoring SEs lead for 

Enterprise Growth. Meantime elaborates that higher (up to date) the extents of above Machine, Computerized 

Operations, Mobile and Other Communication technologies, higher the positive contribution for technological 

innovation performance. Moreover identified that the main reasons for the lower orientation of Sri Lankan 

Tailoring SEs including Puttalam district’s Tailoring SEs towards technology based innovation thus directly 

linked with the reasons of inadequate financial position to adopt to the up to date new technologies (highest 

extents), lack of the knowledge on most of the emerging new technologies, poor awareness, lack of trust and lack 

of adequate infrastructure. 

 
Proposed Strategies and Policy Implications 

Concerning on the promotion of technology based more value addition technopreneurial Tailoring SEs in Puttalam 

district, it is very important to promote not only to execute mere innovation but also to execute technological 

innovation among Tailoring SE owners. The establishment of Tailoring Industry and SEs category aspects specific 

BI model with high technology sense is also very important initiative. The implementation of a vibrant national 

policy to effect on technology based Tailoring and other SEs in Sri Lanka can be done by the government. It is 

essential to provide practical techno-education and on the field training for Tailoring SE owners thus the 

encouragement of Tailoring SE owners to adopt up to date relevant technologies and technological advancements 

will also be beneficial. The establishment Tailoring/ Clothing/Textile MSME Regulation Authority in Sri Lanka 

is also essential. 
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