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CHAPTER ONE              

                   
                                INTRODUCTION 

We cannot solve our problems with the same thinking we used when we created them.

Albert Einstein

INTRODUCTION 1.1.



BACKGROUND TO THE RESEARCH 1.2.



community 

healthcare

1.2.1. The Nature, Diversity, and Growth of the Nonprofit Sector

exempt status 



third 

sector voluntary

sector

independent sector

third force

charitable sector

Culture

passion for the mission

“why it is doing what it does”

scarcity of resources in 

success



mission achievement measurement

“any group or individual who can affect or 

is affected by the achievement of the organization’s objectives”.  



Figure 1.1



1.2.2. Performance Measurement and Performance Measurement Frameworks 

The Balanced Scorecard 



The Performance Prism  



The Logical Framework 

 
Excellence Frameworks 

 
 
 



RESEARCH MOTIVATION1.3.

these were briefly mentioned in the previous section



AIMS AND OBJECTIVES OF THE STUDY 1.4.

1.4.1. Research Aim 

1.4.2. Research Objectives 



RESEARCH QUESTIONS 1.5.

operational definition



What are the performance dimensions that underpin PM in a NPO and how 

are these dimensions causally related?  

Figure 1.2:



RESEARCH CONTRIBUTION1.6.

Theoretical Contribution 

mission strategy

organisational leaning and growth processes

mission-related outcomes

Practical Contribution  



LIMITATIONS OF THE STUDY1.7.



THE STRUCTURE OF THE THESIS1.8.



positivistic

n



TQM Journal 

Total Quality 

Management & Business Excellence 





Figure 1.3 :



CHAPTER TWO              

INTRODUCTION TO NONPROFIT ORGANISATIONS 

Write what you know. That should leave you with a lot of free time.  

                                                                                                      Howard Nemerov

INTRODUCTION2.1.

corporate governance accountability



NONPROFIT ORGANISATIONS: THE GENESIS, DEFINITION AND 2.2.

ECONOMIC THEORIES 

2.2.1. The Genesis of NPOs 

social recognition

nonprofit organisation’ sector, 



2.2.2. Defining NPOs 

organised

private

not profit distributing. 

self-governing



voluntary.  

2.2.3. The International Classification of NPOs 

International Classification of Nonprofit Organisations

Table 2.1

Groups (Code) Subgroups (Code)



Groups (Code) Subgroups (Code)

Anglo-Saxon 



2.2.4. Theories That Explain the Existence of NPOs  

market 

failure model government failure model

market failure model

government failure model

voluntary failure model

philanthropic insufficiency, particularism, philanthropic 

paternalism, and philanthropic amateurism



GOVERNANCE AND ACCOUNTABILITY IN NPOS 2.3.

2.3.1. Nonprofit Governance 



2.3.1.1. Agency Theory 



2.3.1.2. Stakeholder Theory 

approximately translate

‘descriptive stakeholder theory’

‘instrumental stakeholder 

theory’ 



‘normative stakeholder theory’ 

‘managerial stakeholder theory’

2.3.1.3. Resource Dependence Theory 

2.3.2. Accountability  

management



Upward accountability 

downward accountability

administrative and procedural accountability

programmatic accountability



NONPROFIT SECTOR IN AUSTRALASIA 2.4.





 

CLASSIFICATION OF HEALTHCARE ORGANISATIONS  2.5.



Table 2.2:

Subgroup Units Description

2.5.1. Classification of Australasian Nonprofit Healthcare Organisations 



Table 2.3:

Subsector Description

Table 2.4:

Subsector Description



Subsector Description

PERFORMANCE MEASUREMENT CHALLENGES IN NPOS2.6.



CHAPTER CONCLUSION 2.7.



CHAPTER THREE              

CORE LITERATURE ON PERFORMANCE MEASUREMENT                  

                                      SYSTEMS 

Success depends upon previous preparation, and without such preparation there is sure to be 

failure

Confucius

INTRODUCTION3.1.



THE RATIONALE FOR PERFORMANCE MEASUREMENT AND ITS 3.2.

EVOLUTION 

performance”

measurement”



performance management 



public confidence



first generation PM frameworks

second generation PM frameworks

third generation PM systems



PERFORMANCE MEASUREMENT FRAMEWORKS 3.3.



Figure 3.1:

3.3.1. Role of PM Frameworks and Empirical Support for Their Effectiveness 

quality of information utility for decision making

cost effectiveness
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outputs outcomes

social objective, as defined by the organisational authority, 



3.3.2. The Conceptual Foundation of the BSC 



Figure 3.2:



Figure 3.3:

third generation 

BSC



Figure 3.4:

stakeholder theorist







theory of “bounded rationality” 





3.3.3. The Conceptual Foundation of the PP 

Performance Prism 

The Performance Prism Framework An Example of a Success Map

Figure 3.5:





3.3.3.1. PP Vs BSC: Researcher’s Synthesis

instrumental stakeholder theorists 



3.3.4. The Conceptual Foundation of the Baldridge Excellence Framework and the 

EFQM Excellence Model  

3.3.4.1. Baldrige Excellence Framework 



Figure 3.6: 





3.3.4.2. EFQM Excellence Model 



Figure 3.7:



PERFORMANCE MEASUREMENT FRAMEWORKS FOR NPOS3.4.

3.4.1. The Balanced Scorecard for NPOs 

Figure 3.8:



beneficiaries

donors



Figure 3.9:



Figure 3.10:



3.4.2. The Performance Prism and Quality Award/Excellence Frameworks  



3.4.3. The Production of Welfare Framework  

Figure 3.11

meso macro



3.4.4. The Logical Framework Approach/Logic Model 

Figure 3.12:

Impact 

social systems



social impact

PRIOR STUDIES THAT EXAMINED DIFFERENT FACETS OF 3.5.

VALIDITY OF THE BSC  

nonprofit context

3.5.1. BSC Implementation Studies  







3.5.2. Conceptual Papers   

strategy maps



success

3.5.3. Empirical Studies

(N = 135

“Cause-related marketing is the 
process of formulating and implementing marketing activities that are characterized by an offer from 
the firm to contribute a specified amount to a designated cause when customers engage in revenue-
providing exchanges that satisfy organizational and individual objectives”





KNOWLEDGE GAPS AND RESEARCH QUESTIONS 3.6.





on a rational basis



CHAPTER CONCLUSION 3.7.



CHAPTER FOUR              

                       THE RESEARCH METHODOLOGY

What a man sees depends both upon what he looks at and also upon what his previous visual-

conceptual experience has taught him to see. 

Thomas S. Kuhn 

Things are as they are because they were as they were. 

Thomas Gold 

INTRODUCTION 4.1.



RESEARCH PARADIGMS 4.2.

research paradigm

positivism/postpositivism, constructivism (interpretivism),  participatory (advocacy)

pragmatism,

4.2.1. Positivism and Postpositivism 



quantitative data

4.2.2. Constructivism  



qualitative,



4.2.3. Participatory/Advocacy Worldview 

4.2.4. Pragmatism 

philosophical activity



MIXED METHODS DESIGNS 4.3.

middle ground philosophy

4.3.1. Introducing data collection phases 



Figure 4.1

Strategy/Approach

What are the operational 
definitions of these PM
dimensions? 

Conduct fieldwork
see section Error! 

Reference source not 
found.Error! Reference source 
not found.

testable theoretical model,
provide operational 

Conduct fieldwork 
see section 

4.6 How do the PM dimensions 
theoretically relate to one 
another in explaining the 
achievement of strategic 
objectives of a NPO?

Research Questions

conceptual model see 
section 4.4 What set of PM dimensions 

constitute an integrated PM 
system for NPOs?

see section 4.8
overall strategic performance 

index

What weighting should managers 
give to each PM dimension and its 
subparts in assessing the overall 
strategic performance of a NPO?

Refining the conceptual 
model into a testable 
model (the main 
theoretical model)

Testing the main 
theoretical model

Developing a second 
theoretical model

Testing the 
second model

RQ2

RQ3

RQ4

RQ1



a priori



Figure 4.2:

(The 
Main Theoretical Model)

(9 organisations 
participated)

(232 responses 
were collected)

The 
Ancillary Model



convergent 

parallel design explanatory sequential design exploratory sequential design

embedded design transformative design multiphase design



4.3.2. Classifying the specific mixed methods design adopted 



(their first phase of the 



research)

(researcher’s first phase of the 

research)

(their 

second phase of the research); 

(researcher’s second 

phase of the research)



Figure 4.3:

Fieldwork: 
Phase 1 
(Qualitative)

Procedures Products

N

N

p
Fieldwork: 
Phase 2 
(Quantitative)



4.3.3. Justification of the Researcher’s Paradigm

what data collection methods and sequences best 

help me to achieve my research objectives?



DEVELOPING THE CONCEPTUAL MODEL4.4.

primary theoretical underpinning





Figure 4.4:



mission achievement



mission achievement



QUALITATIVE DATA COLLECTION: REFINING THE CONCEPTUAL 4.5.

MODEL  

explore

answer the first research question (RQ1). 



answering 

the second research question (RQ2)

written responses

4.5.1. Sample Selection for the Semi-Structured Questionnaire  





Figure 4.5:

Step 2

Step 3

   

Step 1

Step 4 

   

   

Stop after

more case
selecting one



Table 4.1:

Scope of Operations Country
No. of 
Paid 

Employees
Respondent Respondent 

Code

4.5.2. Designing the Semi-Structured Questionnaire 

Table 4.2:

Survey 
Question# Survey Question





N = N = 

4.5.3. The Follow-up Interview  



4.5.4. Deriving the Final Model 



Figure 4.6:

Causal predictors of Strategy 

Causal predictors of the Financial Health 

Causal predictors of the Organisational Infrastructure 



Causal predictors of the People 

Causal predictors of the Processes 

Causal predictors of Stakeholder Satisfaction 

4.5.5. Operationalising the Constructs of the Final Model  



QUANTITATIVE DATA COLLECTION 4.6.

4.6.1. Determining the Sample Size  

p

formative 
construct



partial least squares based structural 

equation modelling

4.6.2. Developing the Survey Questionnaire  

R f 2

R R

p F



Harman’s Single Factor Test 

draft questionnaire



4.6.3. Selecting the Sampling Frame and Full Scale Data Collection  





t

4.6.4. Tests Conducted Prior to Full Scale Data Collection 

4.6.4.1. Content validity and Face Validity Assessment 

content validity 

Face validity



4.6.4.2. Pre-testing and Pilot Testing 



QUANTITATIVE DATA ANALYSIS 4.7.

4.7.1. Data Screening 



4.7.2. Verifying the Absence of Common Method Bias 

et al.

4.7.3. Establishing Scale Reliability 



4.7.4. Establishing Construct Validity  

conventional construct

loading



4.7.5. Model Testing 

R2 Q2

f2 q2

DEVELOPING AND TESTING THE ANCILLARY MODEL4.8.

main

theoretical model

R2



ancillary 

model

answer the fourth research question (RQ4)



Figure 4.7:

JUSTIFYING THE QUALITY OF THE RESEARCH  4.9.



Figure 4.8:

Assessing 

Quality of 

mixed 

methods

research



4.9.1. Planning Quality 

4.9.2. Design Quality 







4.9.3. Data Quality 

Phase One (qualitative phase/the case study

Phase Two (quantitative phase/theory testing) 







4.9.4. Interpretive Rigour 



internal validity



4.9.5. Inference Transferability 



4.9.6. Other Considerations 

4.9.6.1. Samples, Sampling, and the Sample Frames  





4.9.6.2. Ethical Considerations 

CHAPTER SUMMARY AND CONCLUSION 4.10.



qualitative data

quantitative nature



CHAPTER FIVE                                                       

                          
REVIEW OF POSITIVISTIC TECHNIQUES USED IN  

              TESTING THEORETICAL MODELS 

Do the right thing. It will gratify some people and astonish the rest. 

Mark Twain 

INTRODUCTION 5.1.

VALIDITY OF A THEORETICAL MODEL FROM A QUANTITATIVE 5.2.

RESEARCHER’S STANDPOINT 

5.2.1. The Building Blocks of a Theoretical Model 

Constructs

abstract concepts



operational 

definition of the construct

latent

variables, factors theoretical variables

Indicators

test items, measures, observable variables manifest 

variables

The level of measurement

A nominal

An ordinal

an interval

Likert scale



A hypothesis

proposition

A theory

5.2.2. Modelling of Constructs 

epistemic

5.2.2.1. The Standard Form of Modelling a Construct 

classical test theory 

reflective construct



n

m

R residual error

measurement model

structural model



k

k R

Figure 5.1:

conventionally

k



5.2.2.2. Modelling Formative Constructs 



Figure 5.2:

5.2.2.3. Modelling Hierarchical Constructs  



Type I Second Order Model Type II Second Order Model

Type III Second Order Model Type IV Second Order Model

Figure 5.3:



FORMS OF VALIDITY 5.3.

5.3.1. Content Validity 

5.3.2. Predictive validity 

criterion-related 

empirical validity 



5.3.3. Construct Validity 

convergent validity discriminant validity

5.3.3.1. Reliability and Internal Consistency 



X

T

K

K
EVarTVar

TVar
XVar
TVar

internal consistency

coefficient Cronbach’s 

5.3.3.2. Methods of Establishing Construct Validity 



5.3.4. Statistical conclusion Validity 

 power 

5.3.5. Internal and External Validity 

5.3.5.1. Internal Validity 



informally,

formally,

selection bias, attrition, history, maturation, instrumentation.  

5.3.5.2. External Validity 



STRUCTURAL EQUATION MODELLING  5.4.

Structural equation modelling

5.4.1. The Covariance Approach to SEM 



5.4.2. The Partial Least Squares Approach to SEM 

variance-based SEM approach

blocks



evaluation criteria

Table 5.1:

Evaluation of the Measurement Model



Evaluation of the Structural Model

VALIDITY CONSIDERATIONS IN CASE STUDY RESEARCH 5.5.



CHAPTER CONCLUSION  5.6.



CHAPTER SIX              

QUALITATIVE DATA ANALYSIS AND RESULTS 

Tis better to understand, than to be understood

A Prayer from St Frances 

INTRODUCTION6.1.

conceptual model



SUMMARY DATA ON CASE STUDY ORGANISATIONS 6.2.

6.2.1. The Case study Organisations 

healthcare

Figure 6.1:

N

N

N

N

N



Figure 6.2: 

N

N



Table 6.1:

Respondent 
Code*

Organisational 
Category

Designation Responsibilities
Familiarity 

with PM 
Systems**



Respondent 
Code*

Organisational 
Category

Designation Responsibilities
Familiarity 

with PM 
Systems**



OUTCOMES OF THE SEMI-STRUCTURED QUESTIONNAIRE AND THE 6.3.

FOLLOW-UP INTERVIEWS 

mission & core values vision strategy

economic sustainability organisational capabilities and people development processes

stakeholders stakeholder expectations stakeholder satisfaction measures contextual

existing PM systems miscellaneous.  



Figure 6.3:

Table 6.2: 

Keyword Questionnaire # Keyword Questionnaire #



questionnaire number

Table 6.3:

Theme Subtheme Phrases Under Each Subtheme



Theme Subtheme Phrases Under Each Subtheme



Theme Subtheme Phrases Under Each Subtheme



Theme Subtheme Phrases Under Each Subtheme



Theme Subtheme Phrases Under Each Subtheme



DISCUSSION OF KEY THEMES AND SUBTHEMES 6.4.

6.4.1. Mission and Core Values 

We are mission driven organisations and value driven too.  Our 

mission, vision and values are driven from the top.    Our recruitment 

process, reward and recognition systems and our operational processes 

revolve around our core values. Everything is aligned to achieve the 

mission.  

social profit

“everybody talks about not-for-profit but for me it’s about social profit.  We exist 

to generate money to put back into society, to make benefits to the society”

“our bottom line isn’t profit; our bottom line is the intangible 

outcome for the people that we support”



provider of the choice”

“leader” ,

“sustained excellence”

Social Profit Organisational and People Excellence

6.4.2. Strategy 

all staffs are involved in SWOT analysis 

workshops and they see their concerns reflected in our strategy during 

orientation, staff participate in workshops on the strategic and business plan; so they 

become more aware of these and how and where they fit the individual 

departmental operating plans are cascaded to each employee, so that they can see the 

link of their work to the organisation's strategic goals we are transparent with 



all employees and volunteers as to the operation of the business, and we involve them in 

all parts of the business; they are part of the goal setting process

“it is fundamental to our performance” “strategy is everything, and as 

the saying goes, if you don’t know where you’re going, you’ll end up somewhere” 

“we place great emphasis on getting our strategy right, and making sure that all 

employees’ actions are focused on delivering the strategy” the strategy is 

focused on increased performance and has specific measures that relate to those, for 

instance”

Strategy Planning Strategy 

Implementation

6.4.3. Organisational Capabilities, and People Development 

the Board of Directors (n = 8); 

Professionals and/or the Senior Leadership (n = 9) Training (n = 6) Infrastructure 

and Technology (n = 5) Marketing and/or Promotion (n = 4).  

creating brand awareness” Marketing and 

Promotion .  The 



Our staff do a good job; we highly value their contribution; coz we 

have an internal training system and we identify most of the 

training needs from our internal audits; the audits identify things 

that we ought to put into training to tap human resource 

development parameters.  I’d say that we have a comprehensive 

management information system that identifies human resource 

development needs

There are number of factors that affect performance.  One is the 

shortage of skilled staff.  I mean people who are qualified and have 

the required knowledge around managing disability services.  This 

is a big challenge to us.  The second factor is a good IT system.  

We have got quite a sophisticated IT platform for reporting our 

achievements towards the mission, performance, incidents, and 

tracking people.  We provide training for legacy staff to upskill 

using our IT platforms.

We do client surveys to gauge our brand awareness, because we 

want to make sure that the donating clients are happy with what 

we have been doing.  We ask donating clients what they know 

about us and what service we provide.  Because we are in (the) 

healthcare, there is a perception among donors that we get heaps 

of funding from the government.  The truth is that that we get none. 

Therefore, we have to increase our brand value through marketing 

and promotion.

We need to make sure that our teams keep going and our IT system 

keeps going, helping information sharing to improve our 

performance.



People Organisational 

Infrastructure. 

“People! People! People!: the staff we have, the people we contract with, the 

board, friends and partners of our organisation” “the staff we employ—nurses, 

health workers, others and our volunteers—they all have a passion over the 

organisation” “a strong management team, a committed team of highly engaged 

employees” “the major strength of the organisation is amazing clinical work 

staff” “our human resource planning department brings the right people in and

our learning and development department lifts the skills of them”



physical infrastructure, information 

and communications technology marketing and promotion.  

   

6.4.4. Economic Sustainability 



social profit

Monitoring and Controlling Cash 

Outflows (cost control)

Increase the Revenue

increasing cash inflows

“we need to maintain high donor retention levels to 

sustain funding to serve our patients; we have specific donor retention targets specified 

in our financial objectives” “we build and maintain relationships with our 

contractors, sponsors and donors – having open transparent dialogue and providing 

them with feedback on how their funds have been used”



6.4.5. Processes 

Continuous Improvement Design of 

Safe, Efficient & Effective Processes Designing the Infrastructure, Technology and 

Materials



We establish partnerships with other nonprofits within our sector to 

strengthen ourselves as well as our sector.  So we are big in sharing 

resources.  We provide free training to people belonging to our 

partners to upskill them.  So in the short term, we compromise our 

competitive advantage in trying to lift our partners.  In the long 

term, we all benefit as the sector grows.

Without efficient and effective processes and resource capabilities, a 

strategy cannot be delivered, and the performance suffers.  We use 

our processes to develop the capability to deliver on the strategy, 

and without efficient processes, an organisation cannot perform at 

the desired level.

We collaborate with other organisations in our sector, in certain 

projects or, help them in kind towards their projects.  That’s how we 

work.  We would like to work together, but when it comes to fund-

raising, we remain competitive! 

We put systems and processes in place to ensure that we have the 

right people doing rights things at the right time in right numbers. 

We provide the right climate for our people to perform optimally; we 

ensure that we have enough people to work in our projects.  We 

conduct performance reviews to identify people development needs 

and we have reward systems to motivate people.  So we get the best 

people, the best skills and the best attitudes, combining into best 

processes.  We also have several other operational strategies to 

improve our processes, but these are the key ones.



6.4.6. Stakeholder Satisfaction 

The families of patients that we look after want to know whether their 

members are being well looked after.  Our patients are old and frail.  

They are unable to communicate with us, and therefore, by default, 

their families become our clients.  These families are important 

stakeholders.  Our goal is to improve our clinical performance to 

minimise patient illnesses or rational harshness.  We conduct several 

internal and external audits to examine the effectiveness of our clinical 

processes.  I think, we have a very robust quality system.  We maintain 

a central register that monitors the progress of key activities on a 

monthly basis.  The register also records people responsible for each 

activity.



We conduct surveys involving the families of the people that we 

support.  We interview them to find out whether or not they are happy 

with the support we provide to our clients.  Often, we need to deal with 

people who can communicate but not very effectively, because they’ve 

got either physical disabilities or intellectual disabilities.  We use 

trained staff to communicate with our clients to find out what they feel 

about the support services that we provide.  The feedback collected by 

my staff comes direct to me or to the board.  Sometimes we interview 

our staff to check whether they have tweaked the feedback to please 

us!  We want honest feedback. 

We directly measure subjective quality of life through quarterly client 

outcomes assessments, and track this over time.  This is a quality of 

life tool developed in-house.  The tool measures the overall quality of 

life, as well as quality of life by each of eight life-domains, involving 

41 measurement items in total.  The findings of these assessments are 

reported to each level of the organisation, but the content that is 

reported to each level varies because information needs vary.  For 

example, what a support worker needs to know will be different to 

what the board of directors want to know.

People 

Recognition

We often aim for 85% staff satisfaction and 90% IT user satisfaction; 

that reflects internal customer satisfaction.  These are two of our KPIs.  



We believe that a satisfied worker is a motivated worker who 

performers better, but also stays with the organisation longer.  By 

losing a key person, we lose the unique skill set that person brought to 

the table. 

We survey our staff to find out what they think about their own 

performance through reflection, and the effectiveness of the training 

given to them, and the benefits that they have been getting.  We also 

survey the effectiveness of the senior leadership in fulfilling the needs 

and wants of the staff.

“donors give us money for a specific purpose” “people come and would say 

here’s my donation and I want it to go specifically to the oncology ward because my son 

or the daughter or the nephew or the niece or the grandchild was treated at your 

hospital for leukaemia or cancer and I support that cause” “financial donors 

want to know whether donations are being used to purchase critical equipment or 

establish services that will improve the healthcare that we provide”



PRESENTING THE OPERATIONAL DESCRIPTIONS OF THE 6.5.

UNDERLYING PM DIMENSIONS  

Table 6.4:

Performance 
Measurement Dimension Operational Description

Mission

Strategy

People



Performance 
Measurement Dimension Operational Description

Organisational 
Infrastructure

Financial Health

Processes



Performance 
Measurement Dimension Operational Description

Client Satisfaction

People Satisfaction

Donor Satisfaction



Figure 6.4:

Mission

(4 potential
Measures)

Strategy

(5potential
Measures) 

People

(3 potential
Measures) 

Processes

(8 potential
Measures) 

Organisational 
Infrastructure

(2 potential 
Measures)

Financial
Health 

(5 potential
Measures)

Client
Satisfaction

(4 potential
Measures)

People 
Satisfaction

(6 potential
Measures)

Donor
Satisfaction

(3 potential
Measures)

Driver Enabler Resources Processes      Stakeholder Satisfaction



DEVELOPMENT OF THE SURVEY ITEMS OF THE QUANTITATIVE 6.6.

QUESTIONNAIRE/MEASUREMENT INSTRUMENT 

Table 6.5:

Operational Description
(in summary format as per Table 6.3)

The Corresponding Statement in the 
Questionnaire

6.6.1. Questionnaire Items that Capture Mission 

mission driven

Social Profit Organisational and 

People Excellence



6.6.2. Questionnaire Items that Capture Strategy 

Strategy Planning Strategy 

Implementation 

 

6.6.3. Questionnaire Items that Capture People  

6.6.4. Questionnaire Items that Capture Organisational Infrastructure 

brand awareness

6.6.5. Questionnaire Items that Capture Financial Health 

increasing 

cash inflows monitoring and controlling cash outflows

right investments



6.6.6. Questionnaire Items that Capture Processes 

Continuous Improvement Design of Safe, Efficient and Effective 

Processes Designing 

the Infrastructure, Technology and Material

6.6.7. Questionnaire Items that Capture Client Satisfaction 



6.6.8. Questionnaire Items that Capture People Satisfaction 

6.6.9. Questionnaire Items that Capture Donor Satisfaction 

THEORETICAL AND PRACTICAL IMPLICATIONS 6.7.

6.7.1. Theoretical Implications of the Case Study Findings 



divergent



organisational learning 

two factor theory.

6.7.2. Practical Implications of the Case Study Findings 

critical success factors (CSFs) 



Table 6.6 :

PM 
Dimension Sub-dimension Critical Success 

Factors
Suggested KPIs           

based on Fieldwork*



PM 
Dimension Sub-dimension Critical Success 

Factors
Suggested KPIs           

based on Fieldwork*



PM 
Dimension Sub-dimension Critical Success 

Factors
Suggested KPIs           

based on Fieldwork*



PM 
Dimension Sub-dimension Critical Success 

Factors
Suggested KPIs           

based on Fieldwork*



CHAPTER CONCLUSION 6.8.



first research 

objective

second research objective, 



CHAPTER SEVEN              

                DESCRIPTIVE STATISTICS 

The aim of art is to represent not the outward appearance of things, but their inward 

significance 

                                                                                                              Aristotle 

INTRODUCTION 7.1.

STATISTICS OF THE QUANTITATIVE STUDY 7.2.

Figure 7.1:

N
N



7.2.1. Response Pattern During the Survey Period 

Figure 7.2:

     



7.2.2. The Profile of the Survey Participants 

Figure 7.3:

7.2.3. Sector Representation 



Figure 7.4:

7.2.4. The Participants’ Familiarity with Performance Measurement Systems



Figure 7.5: Figure 7.6:

7.2.5. The Chronological Age of the Responds’ Organisation



                            

Figure 7.7:

7.2.6. Funding Streams 

subjective interpretation

philanthropy



Figure 7.8:

7.2.7. Distribution of Paid Employees  
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Figure 7.9:

ANALYSIS OF INDIVIDUAL SURVEY ITEMS  7.3.

normal probability plots 

no unusual observations
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 multiple imputations for 

missing data

7.3.1. Individual Survey Item Scores 

strong agreement

agreement somewhat agreement

indifference

42



Figure 7.10:

Table 7.1:





“We use recognition schemes to reward our 

employees for their performance”.

do not
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Table 7.2:
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Figure 7.11:

Questionnaire Item Number (Part Two)



Figure 7.12:

Figure 7.13:

Questionnaire Item Number (Part Two)

Questionnaire Item Number (Part Two)



Figure 7.14:

7.3.2. Examination of Bivariate Correlations between Questionnaire Items   

  

Questionnaire Item Number (Part Two)
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7.3.3. Aggregation of Questionnaire Item Scores to Examine Data at Performance 

Dimension/Construct Level  

F

F p

Figure 7.15:



t-

Figure 7.16:

PM Dimension



CHAPTER CONCLUSION 7.4.



CHAPTER EIGHT              

EMPIRICAL TEST RESULTS AND DISCUSSION OF THE                         

                     THEORETICAL MODELS 

Argument is conclusive, but it does not remove doubt, so that the mind may rest in the sure 

knowledge of the truth, unless it finds it by the method of experiment 

Roger Bacon (c. 1214–1294)  

INTRODUCTION8.1.

main theoretical model 

ancillary model



systematic error

third research objective

fourth research objective

general research objective

fifth and final research objective



RESULTS FOR MEASUREMENT VALIDITY 8.2.

8.2.1. Data Screening 



8.2.2. Testing for Absence of Common Method Bias 

8.2.3. Scale Reliability 



Table 8.1:

Construct Cronbach’s
Composite reliability 

coefficient ( ) AVE



8.2.4. Construct Validity 



Table 8.2  V
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5
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0.84
0.80
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6

0.85
0.80
0.80
0.87

7
0.80
0.78
0.76
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0.83
0.59
0.83
0.85
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0.72
0.83
0.71
0.81
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Note:



8.2.4.1. Assessing the construct validity of the formative construct 

redundancy analysis

projects aimed at raising funds

the variation inflation factor



t

p t

p

TESTING THE HYPOTHESISED THEORETICAL RELATIONSHIPS 8.3.

R2

R2



overall goodness of fit global 

goodness of fit

Figure 8.1:

8.3.1. The Overall Goodness of Fit of the Model 



coefficient of 

determination R2 predictive relevance Q2 size and significance of the path 

coefficients (standardised structural regression coefficients) f2 effect sizes q2 effect 

sizes

R2

Table 8.4:

First set Second Set Third Set Fourth Set

Constructs VIF Constructs VIF Constructs VIF Constructs VIF

R2

R2

R2



R2

R2

p

for each endogenous46 reflective construct47

Q2

Q2

Q2

Q2

Q2



Table 8.5:

Construct Q2 value

f 2 q2

f 2

R2

q2

Q2

f 2 q2

f 2 q2

f 2

q2



Table 8.6:

Response: Organisational 
Infrastructure Response: People

Predictor f2 Effect Size q2 Effect Size f2 Effect Size q2 Effect Size

Response: Processes

Predictor f2 Effect Size q2 Effect Size

Response: Financial Health

Predictor f2 Effect Size q2 Effect Size

Not applicable, being a 
formative construct

p

p

R2



DISCUSSING THE RESULTS OF THE MAIN MODEL FROM A 8.4.

THEORETICAL PERSPECTIVE 





DISCUSSING THE RESULTS ON THE MAIN MODEL FROM A 8.5.

PRACTICAL PERSPECTIVE 



R2

normative stakeholder theory

indirectly 



social impact

the portion of the total outcome that happened as a 

result of the activity of an organisation, above and beyond what would have happened 

anyway”



8.5.1. Concluding Discussion on the Third Research Objective 

R2

“How do the PM dimensions theoretically relate to one

another in explaining the achievement of strategic objectives of a NPO?”

p

ANALYSING THE COUNTRY EFFECT ON THE HYPOTHESISED 8.6.

RELATIONSHIPS  



t

a priori

Hc1: Mission has an equal positive effect on Strategy in Australia as in New Zealand. 

Hc2: Mission has an equal positive effect on Financial Health in Australia as in New 

Zealand. 

Hc3: Strategy has an equal positive effect on Financial Health in Australia as in New 

Zealand.  

Hc4: Strategy has an equal positive effect on Organisational Infrastructure in Australia 

as in New Zealand. 

Hc5: Financial Health has an equal positive effect on Organisational Infrastructure in 

Australia as in New Zealand. 

Hc6: Strategy has an equal positive effect on People in Australia as in New Zealand. 

Hc7: Financial Health has an equal positive effect on People in Australia as in New 

Zealand. 



Hc8: Organisational Infrastructure has an equal positive effect on Processes in 

Australia as in New Zealand. 

Hc9: People have an equal positive effect on Processes in Australia as in New Zealand. 

Hc10a: Processes have an equal positive effect on Client Satisfaction in Australia as in 

New Zealand. 

Hc10b: Processes have an equal positive effect on People Satisfaction in Australia as in 

New Zealand. 

Hc10c: Processes have an equal positive effect on Donor Satisfaction in Australia as in 

New Zealand. 

n

n n

8.6.1. Results on the Australian Model 

Table 8.7:

Construct Cronbach’s Composite reliability 
coefficient ( ) AVE



Construct Cronbach’s Composite reliability 
coefficient ( ) AVE

Table 8.8:

C
on

st
ru

ct
 to

 W
hi

ch
 

th
e 

Q
ue

st
io

nn
ai

re
 

It
em

 B
el

on
gs

Q
ue

st
io

nn
ai

re
 It

em

Construct

1 2 3 4 5 6 7 8 9

Pe
op

le

O
rg

.
In

fr
as

tr
uc

tu
re

Fi
na

nc
ia

l 
H

ea
lth

M
is

si
on

Pr
oc

es
se

s

St
ra

te
gy

D
on

or
Sa

tis
fa

ct
io

n

C
lie

nt
Sa

tis
fa

ct
io

n

Pe
op

le
 

Sa
tis

fa
ct

io
n

1 0.88
0.83

2 0.85
0.77

3

0.62
0.62
0.79
0.81
0.77

4

0.73
0.71
0.67
0.78

5

0.89
0.85
0.83
0.84
0.84
0.88

6 0.89
0.81



C
on

st
ru

ct
 to

 W
hi

ch
 

th
e 

Q
ue

st
io

nn
ai

re
 

It
em

 B
el

on
gs

Q
ue

st
io

nn
ai

re
 It

em

Construct

1 2 3 4 5 6 7 8 9

Pe
op

le

O
rg

.
In

fr
as

tr
uc

tu
re

Fi
na

nc
ia

l 
H

ea
lth

M
is

si
on

Pr
oc

es
se

s

St
ra

te
gy

D
on

or
Sa

tis
fa

ct
io

n

C
lie

nt
Sa

tis
fa

ct
io

n

Pe
op

le
 

Sa
tis

fa
ct

io
n

0.79
0.89

7
0.87
0.83
0.65

8

0.87
0.58
0.88
0.91

9

0.69
0.86
0.68
0.81
0.67

Figure 8.2:



n R2

8.6.2. Results on the New Zealand Model 

Table 8.9:

Construct Cronbach’s Composite reliability 
coefficient ( ) AVE
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Figure 8.3:

n R2

8.6.3. Testing the Differences in Path Coefficients - the Australian Model versus 

the New Zealand Model 

Hc1 Hc10c t

difference for each 



k values

t

p t

c2

c4, c10a t

stronger for Australia

Table 8.11:

Hypothesis Path Relationships
Test (2-tail) for difference 

in path coefficients
Hypothesis 
supported?

t p

c1

c2

c3

c4

c5

c6

t



Hypothesis Path Relationships
Test (2-tail) for difference 

in path coefficients
Hypothesis 
supported?

t p

c7

c8

c9

c10a

c10b

c10c

Hc2:

Hc4:

Hc10a:



Table 8.12:

Path Associated with the Hypothesis
(the mediator causing an indirect effect, if 
present,  is shown in square parenthesis)

Path Coefficient (direct effect)
(the indirect effect through the 
mediator shown in parenthesis)
Australia New Zealand

Hc2: 0.478
0.726*0.426 = 0.309

0.250
0.687*0.578 = 0.397 

Hc4: 0.493
0.426*0.190 = 0.081

0.190
0.578*0.513 = 0.297

Hc10a: 0.802
not applicable

0.577
not applicable

Hc2:



Hc4:

Hc10a:

R2



RESULTS AND DISCUSSION OF THE EMPIRICAL WEIGHTS FOR THE 8.7.

PERFORMANCE DIMENSIONS



Figure 8.4:

i

i
iii    

wij



Table 8.13:

Constructs                
(Measurement Categories)

Standardised Regression 
Coefficients ( i )

Weights of the 
Measurement Items (wij)

i 1

i 2

i 3

i 4

i 5

i 6

Table 8.14:

Measurement 
Categories

Measurement Items 
(Subparts of the Construct)

Relevant Survey 
Questions

Estimated Points
Item Category



Measurement 
Categories

Measurement Items 
(Subparts of the Construct)

Relevant Survey 
Questions

Estimated Points
Item Category

8.7.1. Discussion of Empirical Results on the Ancillary Model 

scoring system for NPOs

on a rational basis



Stakeholder Satisfaction 

Stakeholder 

Satisfaction





IMPLICATIONS FOR MANAGEMENT PRACTICE AND8.8.

PERFORMANCE MEASUREMENT 

8.8.1. Operationalisation of the Constructs 



Learning and Growth



“what would be a good KPI that reflects our investments in IT to create 

a paperless culture to improve productivity?” 

8.8.2. Predicting and Explaining how Performance can be Improved 





8.8.3. Implication of the Ancillary Model  



N

M X





COMPARING THE RESEARCHER’S PM MODEL WITH THE 8.9.

NONPROFIT BSC AND ORGANISATIONAL EXCELLENCE MODELS 



human capital

organisational capital

financial capital

strategy map





“…pursue leadership in what an NPO does to energise staff”.



CHAPTER CONCLUSION8.10.





Figure 8.5:

new knowledge

RQ1 Objective 1:

Research Questions Answered Research objectives Achieved

RQ2:

RQ3

RQ4

Objective 3:

Objective 4:

Objective 5:

General Objective: 



CHAPTER NINE              

CONCLUSIONS AND RECOMMENDATIONS FOR  

                         FURTHER RESEARCH 

Diagnosis is not the end, but the beginning of practice. 

Martin H. Fischer 

INTRODUCTION 9.1.



KNOWLEDGE GAPS, RESEARCH QUESTIONS, RESEARCH 9.2.

OBJECTIVES, AND THE MIXED METHODS APPROACH

9.2.1. The Basis for the Research Questions and Objectives 



What are the performance dimensions that underpin PM in a NPO and how 

are these dimensions causally related?  



9.2.2. The Mixed Methods Approach 

major links
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FINDINGS FOR EACH RESEARCH OBJECTIVE 9.3.

9.3.1. Findings on Objective 1 

Figure 9.2:

Objective 1: To determine how the BSC’s performance dimensions (domains) 

should be augmented and operationalised to predict and explain the strategic 

performance of NPOs.



objective 1 has been achieved

9.3.2. Findings on Objective 2 

Objective 2: To develop a scientifically validated performance measurement 

instrument to test the validity of the BSC’s performance dimensions (as 

augmented).



Table 9.1:

Mission 

Strategy

People

Organisational Infrastructure

Financial Health



Processes

Client Satisfaction

People Satisfaction



Donor Satisfaction

9.3.3. Findings on Objective 3 

Objective 3: To test the theoretical causal relationships (i.e. the structural 

relationships) between BSC measurement domains and interpret the results from a

theoretical and practical perspective.





Figure 9.3:

R2



R2

normative stakeholder theory

9.3.4. Findings on Objective 4 

i

wij,

i wij

Objective 4: To determine empirical weights for each performance dimension (and 

its subparts) to enable NPOs to assess their overall strategic performance.



p

Figure 9.4:

Table 9.2:

Measurement 
Categories

Measurement Items (Subparts 
of the Construct)

Estimated Points
Item Category



Measurement 
Categories

Measurement Items (Subparts 
of the Construct)

Estimated Points
Item Category

9.3.5. Findings on Objective 5 

Objective 5: To compare and contrast the researcher’s PM framework with the 

existing PM frameworks—in particular the BSC, which enabled the researcher to 

initiate her theory development. 



people-related outcomes

stakeholder theory

shareholder view instrumental view of stakeholders



critical processes

innovation processes

continuous improvement



9.3.6. Findings on the General Objective 

General Objective: To develop guidelines for practitioners in NPOs to help them to 

assess the strategic performance of their organisations.



JUSTIFYING THE ORIGINAL CONTRIBUTION  9.4.

9.4.1. The Theoretical Contribution 

9.4.1.1. Theory Development 

strategic objectives

strategy map



for the nonprofit healthcare sector, 

9.4.1.2. Theory Testing 



9.4.2. The Practical Contribution  

METHODOLOGICAL LESSIONS LEARNT 9.5.





LIMITATIONS AND FURTHER RESEARCH DIRECTIONS 9.6.



9.6.1. Enhancing the Generalisability 

9.6.2. Studying Potential Moderating Effects 

9.6.3. A Longitudinal Study for Enhancing the Practical Usability 



9.6.4. Adapting to the Public Sector 
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APPENDIX A: THE SEMI-STRUCTURED QUESTIONNAIRE USED IN THE 

CASE STUDY 





















APPENDIX B: INVITATION (EMAIL) TO PARTICIPANTS: QUANTITATIVE 

QUESTIONNAIRE 

,

A Questionnaire to Better Understand the Performance Measurement Dimensions 

for Australasian Nonprofit Healthcare Organisations 

 





APPENDIX C: THE ONLINE SURVEY QUESTIONNAIRE  

















APPENDIX D: MASSEY UNIVERSITY HUMAN ETHICS APPROVAL – LOW RISK



APPENDIX E: QUALITY ASSESSMENT OF THE ANCILLARY MODEL 

Table E1:

Construct AVE Composite reliability 
coefficient ( ) Cronbach’s

Conclusion: The constructs (more technically, the scales) are reliable 



Table E2: 

Construct

0.87

0.90

0.84

0.85

0.96

0.93

Conclusion: The measures seem to be producing valid constructs, based on the 

“Fornell and Larcker Criterion” (Construct is being shown).



Table E3: 

Sub-domains 
(Items)

First Oder Constructs

Capability Financial 
Health Mission Stakeholder 

Satisfaction Processes Strategy

0.88

0.85

0.89

0.91

0.78

0.90

0.84

0.85

0.85

0.96

0.96

0.94

0.93

Conclusion: The measures seem to be poducing valid constructs based on observed 

correlations (Construct Validity is being shown).
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