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Abstract 

Among different key factors, Organizational Culture (OC) has gained a lot of attentions to be 

influencing SMEs’ performance and many authors have linked SMEs’ performance and its success 

to the organisational culture that prevails in the respective organisations. The previous research 

key findings have shown that there are different OC dimensions which can influence the SMEs’ 

performance. However, there has been no study done on the SMEs involved in the tele-health 

industry in UK and to investigate the effects of organizational culture on non-financial 

performance of this industry. So the current study aims to fill this gap by investigating the role of 

organizational culture on non-financial performance of the SMEs. The research also aims to 

address the gap by determining the key characteristics of SMEs’ organisational culture within tele-

health industry in the UK as well as investigating the moderation role of innovation within OC-

performance linkage.  

The Competing Values Framework (CVF) including four sub-elements (Clan, Adhocracy, 

Hierarchy and Market) was used as a theoretical bases for cultural measurement and for the non-

financial performances measurement the three sub-elements selected: product & service quality, 

process quality and job satisfaction. In order to investigate the moderation role of Innovation 

within OC-performance link, two sub-elements was selected: product/service innovation and 

process innovation. For this current quantitative research, the primary data collected via a 

structured online survey as well as sent questionnaires to SMEs across the UK; and the 210 

acceptable responses were received.  

Among the different organizational cultures studied in the case companies, 

adhocracy/developmental is shown as dominant culture and it is found to have maximum impact 

on organizational performance. Impact of product and service innovation as a moderator in 

ensuring organizational performance did not indicate positive correlation. However process 

quality was found to be improved in terms of product and service innovation in companies which 

had developmental organizational culture. Process innovation is not a moderating factor between 

any type of organizational culture and the firm’s performance sub-elements. Further, job 

satisfaction also did not indicate any positive correlation with innovation as a moderator in case of 

all the cultures within the study. 
 

Key Words: SMEs, Organizational culture, Non-financial performance, Tele-Health 
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1 INTRODUCTION 

 

1.1 Background of the study 

1.1.1 Overview of SMEs and their Economic Role in Economic Progress 

Both quantitative and qualitative methods are used to define SMEs and thus there is 

no unique definition for SMEs (Omar, 2009), which can be accepted universally. 

According to the European Commission which has defined SMEs quantitatively define 

SMEs as “the category of micro, small and medium-sized enterprises (SMEs) is made up 

of enterprise which employ fewer than 250 persons and which have an annual turnover not 

exceeding 50 million euro and or an annual balance sheet not exceeding 43 million euro.” 

(Extract of Article 2 of the Annex of Recommendation 2003/36, European Commission).  

Further, different multilateral institutions have used different criteria to define SMEs. 

The World Bank has again defined SMEs quantitatively as enterprises which have 

maximum 300 employees and the maximum revenue up to 15000000 USD. On the other 

hand, the UNDP has defined SMEs as an enterprise which has maximum 200 employees 

but has not defined in terms of turnover of maximum assets. Similarly, there are other 

different definitions given by other multilaterals such as MIF-EADB, Asian Development 

Bank and African development Bank.  

Definition of SME also varies according to the geographic area and the purpose of the 

study proposed. For example, in Norway SMEs are the enterprises which have maximum 

200 employees whereas in case of Pakistan the maximum number of employees is restricted 

to 50. In the UK, SMEs are defined as enterprises whose annual turnover is not more than 

25.9 million pounds, a balance sheet total not exceeding 12.9 million pounds and 

employees not more than 250 (Section 382 and 465, The UK Companies Act, 2006).The 

UK uses the same definition as given by European Union; however, the only difference is 

that the SMEs definition in the UK does not have the category of “micro industry”.  

However, since the research is based in UK, the researcher will adopt the UK 

definition of SMEs. Effect of SMEs has been debated in the literature with effect as the 

effect of SMEs on the economic growth has also been different. Theoretically, Tolento 

(2000) summarizes the impacts of SMEs for the economic benefit of the country, 1) 

creation of jobs when the capital cost is low, 2) contribution to GDP, 3) opportunity for the 
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expansion of entrepreneurial base, 4) providing flexibility to changes in market, 5) 

providing support to the large scale enterprises. SMEs thus have an impact on the industrial 

growth and well the economic growth of the country. Savlovschi (2011) studied the role of 

SMEs in the modern economy where he concludes that in the modern economy SMEs not 

only impact the industrial sector but contribute to the whole economy.  

Researchers from various countries have conducted researches on the role of SMEs on 

economic development different countries. Kongolo (2010) attempted to study the effect 

of SMEs in economic development of different countries and found that instead of having 

uniform characteristics and challenges across the world there is difference in the role of 

SMEs in the economic growth. A study by EIRM Research (2013) shows that in the 

Netherlands, 98.8 percent private companies are SMEs and these SMEs account for 31.6 

percent of GDP. In case of Australia 97 percent of private sector companies are SMEs and 

51 percent of the people are employed in these SMEs (Australian Bureau of Statistics 

1996). 

In the Asian continent, for both developing and developed countries SMEs plays an 

important role in economic growth. In developed countries the GDP contributed by SMEs 

varies from 60 percent in China to 47 percent in Malaysia. SMEs also contribute 

significantly in the total output produced in developed countries. For example 65 percent 

of the Japan total output and 48 percent of the German total output is produced by their 

respective SMEs (N. Thomas, 2014). A study done by Hammer (2010) on the role of SMEs 

in the US export markets found that between 1997 and 2007, SMEs contributed only 30 

percent of goods exported from US.  

But the number of SMEs in the economy accounts for nearly half of the GDP produced 

by the economy except for the agriculture sector. When compared to their contribution in 

UK, out of every 100 businesses in UK, 99 are SMEs and thus are regarded as source of 

employment for 59 percent of jobs for people involved in private sector. Also out of the 

total turnover of public sector in UK’s economy, SMEs constitute 48.7 percent (Stockwood 

2011). One important aspect of UK’s SMEs is that more than 18 percent of them are led by 

females, contributing approximately 50 billion to the economy of UK between FY2006 and 

FY2012 (The Telegraph, 2012). 

SMEs are also critical for the economies which are in the process of transition. They 

help transitional economies through the indirect way by creating political and social 
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atmosphere friendly for change management. Further, to increase the overall standard of 

living and to have sustained growth, the development of SMEs is necessary for any 

economy (McIntyre 2001). SMEs also help in reducing government spending on 

unemployment benefits by providing employment to unskilled and semi-skilled people 

through various training programs. This helps countries to reduce the crowding out of 

investment (i.e. increase in government spending and reducing the private spending) and 

also enable channeling of investment towards promising areas of business (Savlovschi 

2011). 

Despite providing crucial contribution to the economy of UK, not all SMEs are 

successful. Deshmukh (2006) studied the strengths and weakness of the SMEs in general, 

and found that on the one hand, SMEs are very flexible in absorbing new technology and 

innovation with low cost which gives the owner the power to make quick decisions and 

also have the advantage of the cheap labor force. Most of the SMEs are labor intensive 

which ensure a high capital-output ratio as compared to big enterprises. On the other hand 

the SMEs do not give much attention to the quality of the product produced, so SMEs often 

end up producing low quality products. Apart from that SMEs have to rely on the banking 

sector for finance and also have poor working environment without enough rules and 

regulations, which leads to increase in the trained workers leaving the industry more 

frequently.  

Regression analysis done by the IRIS Centre (2008) to check the role of micro, small 

and medium enterprises in economic growth through the cross country regression analysis 

(60 countries including OECD and developing countries), there was found to be very little 

correlation between SMEs and growth of the economy. However the analysis was 

conducted only for manufacturing firms providing formal employment. In the developing 

economies where most of the firms are not formal manufacturing-based employers, the 

correlation may be higher. 

So from the various researches on SMEs and their contribution to the economic 

growth, it can be seen that in most economies SMEs are playing a vital role in creating 

employment for the unemployed people which has a direct effect in the reduction of poverty 

and an improvement in the overall standard living of these people. Also they have an 

advantage over the big firms in terms of flexibility, management and labor productivity. 

Both in the developing and developed countries the contribution of SMEs in their overall 
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growth has been significant. So the further study on SMEs and its effects, especially in 

context of the UK, is necessary. 

 

1.1.2 Assisted Living Technology and Tele-healthcare 

There has not been any unique definition for the term “Assisted living technology” 

(ALT), as researchers explain it in different contexts and eras (Deloitte, 2012). However, 

in general, ALT can be defined as the product which assists the people in living their life 

more easily and independently. According to the definition given by Global Assistive 

Technologies Encyclopedia, Assisted living Technology is defined as “A generic term that 

refers to assistive, adaptive, and rehabilitative devices for people with disabilities and 

includes the process used in selecting, locating and using them. Assistive technologies 

include mechanical, electronic, and microprocessor – based equipment, non-mechanical 

and non-electronic aids, specialized instructional materials, services, and strategies that 

people with disabilities can use either to a) assist them in learning, b) make the environment 

more accessible, c) enable them to compete in the workplace, d) enhance their 

independence, or e) otherwise improve their quality of life” (Leonibus & Bartosva, 2013. 

P. 5).  

In the past fifteen years there have been several advancements in technology which 

have enabled quality health and social care for patients. The development of new 

technology in terms of IT in the developed countries has made assisted living more 

frequently available and thus is becoming increasingly popular, especially among senior 

citizens who need special care. Assisted living consists of the use of various sensory 

devices that detect the change in physical environment  which is then communicated 

through IT in order to provide health and support and allows the opportunity to them to live 

independent (The UKCapabilities And Opportunity Report,2011).  

In case of the United Kingdom, the population is growing older with average age of 

population being 40 years, and government expenditure on the sector is decreasing, hence 

there is likely to be an increase in the demand for assisted living technology in next 20 

years (D. Lewin & Adshead, 2010a). The life expectancy of the people in UK is also 

expected to increase by average of 4.2 years in next 30 years while the increase in the 

healthy life will be only about 2.6 years. This will lead to an increase the demand of social 

and health care by around 44 percent (D. Lewin & Adshead, 2010b).  
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According to the Recent Age report (2012), the number of people of age more than 80 

years in UK will be 2.6 million by 2030, which will lead to an increase in demand for health 

care services. Also in  2012 the population of age group 60 and above exceed the population 

of people below 18 (D. Lewin & Adshead, 2010a). Among the European countries, the UK 

is one of the fastest growing markets for ALT as the UK government is aware of the 

importance and benefit of it. Consequently, there is expected to be an increase in the 

adoption of ALT among the people in UK (Lushai & Cox 2012).  

 

 

Figure 1.1: ALT market share contribution of EU’s countries 

Sources: (Frost &Sullivan 2010) 

 

According to the Health report of the government of UK, ALT includes the following 

services (Deloitte, 2012): 

Tele-care: support given to old and disabled people using the information and 

communication technology and help in reducing the risk such as falling, and also from gas 

and flood detection. 

Tele-health: a service which is provided to assist with the objective of managing the 

long term health of patients suffering from various health problems. 

Environmental control: includes products to control the environment of the patient 

like the care home service.  
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Since the present study is concerned only with tele-health segment of ALT, the 

researcher overviews what all services can be included under tele-healthcare. According to 

the Department of health of the UK, tele-health is defined as “monitoring equipment to 

record and measure patient’s physiological status and health conditions. In tandem with 

individually created chronic disease management regimes, it can significantly enhance an 

individual’s quality of life” (Department of Health of The UK, n.d). Tele-healthcare is 

related to the health related assistance which includes delivering medical treatment or 

monitoring the patient and the old people from the remote location (Lewin & Adshead 

2010).  

Tele-health is also defined as the service which helps people in long-term issues 

related to health and for the old and physically disabled people, or the people who are 

suffering from various chronic diseases. A study by Cruickshank (2012) shows that tele-

healthcare has become an important element in recent times, leading to a shift in treatment 

from hospitals and clinics to home based treatment. This has also helped in reducing the 

expenditure on health care by decreasing the imbalance between hospitals and primary 

care. 

 

1.1.3 Overview of Tele-Healthcare and SME Industry  

In the UK, the annual spending in tele-healthcare in 2010 was 35.7 million pound out 

of total 148 million pound spending for the whole Europe. This spending is expected to be 

70 million pounds at the end of 2016 (Aktive, 2013). Different regions in the UK have 

adopted unique strategies to promote the adoption of tele-healthcare. In England many 

programs and campaigns have been implemented, such as WSD programs and the 

‘3millonlive’ campaign; whereas in Wales the government is promoting projects which 

show the advantages of the tele-healthcare in various chronic conditions. In Northern 

Ireland the government has adopted one of the biggest tele-healthcare services in the UK, 

which involves an 18 million pound remote tele-marketing contract (National Population 

Project, 2010). Such campaigns are expected to provide tele-healthcare services to three 

million people in England by 2017 (Evenstad 2013) 

A study done by Barnes and Chakrohurti (2006) shows that Small and Medium 

enterprises (SMEs) in the United Kingdom are dominant in manufacturing medical devices 

which are used by hospitals and have great opportunity of profit. The researchers also 
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conclude that SMEs in UK can play a vital role in providing e-health services across 

Europe. With rise in demand of tele-healthcare facilities and reduction in government 

expenditure due to poor economic performance of UK (British Private Equity, 2012), it is 

imperative that  SMEs can play an important role in providing the tele-health care and can 

be important drivers of health care (European Commission, n.d.). In this situation the 

government of UK encourages establishment of new SMEs and makes the environment 

favorable for the private investment (BIS, 2013). 

Research by Lloyd-Reason et al. (2009) shows the innovation-led SMEs in tele-

healthcare are vital for the growth of the industry because of their advantage of producing 

goods at a lower cost than bigger firms. Samantha (2012) further pointed that SMEs which 

play a vital role in providing tele-healthcare are not directly involved in the process of R&D 

of new technology; instead, the SMEs adopt the new technologies which are combined with 

their existing technology to produce a large number of advanced products used in tele-

healthcare. Tele-health also helps reduce the cost of healthcare as fewer people will find 

the need to visit hospitals and clinics (Liddell 2008). In such a scenario, SMEs in the  UK 

have a key role to play in providing tele-healthcare services, as SMEs have the ability to 

produce various health care products at low cost (Clark & Goodwin 2010). 

But despite the advantages and scope for profitability, SMEs are unable to efficiently 

export their product in the international markets due to various problems like; competition 

from international market, fluctuating exchange rate and also lack of proper knowledge of 

the market. A survey was done by the European Commission asking the SMEs about the 

difficulties faced by these enterprises in the negotiation and project management for the 

health related research in Europe. The survey shows that the main difficulties in the 

establishment of SMEs were the European Union jargon, complicated government 

regulatory websites and forms, and also repeated requests for the same information. Along 

with this the legal process is also very complex.  

The suggestion given by the surveyed SMEs to the European Commission was to 

increase the number of personnel who are involved in the negotiation and make the process 

simpler and friendly (European Commission, 2009). To promote the SMEs in the 

healthcare sector, the European Medicine Agency (EMEA) launched ‘SME office’ 

program with the aim of providing financial and administrative assistance to the Small and 

Medium business enterprises. The SME office was also established to promote innovation 
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and the development of new human and medicinal products by SMEs. Various incentive 

were announced to encourage the SMEs in health sector like reduction of fees up to 90 

percent for scientific advice,  scientific services and inspections (Counsel & Association, 

2009). 

There are several factors which affect the growth and success of SMEs, irrespective 

of the geographical location. These success factors and performance have been studied by 

researchers extensively, but the scope of the present study is restricted to the organizational 

culture and its impact on performance of SMEs in the tele-healthcare industry of the UK. 

Therefore the meaning of organizational culture will be assessed in the following section. 

 

1.1.4 OC and impact on non-financial performance of SMEs 

Importance of organizational culture holds all the more importance in the present time; 

given that borders are shrinking advent of globalization has ensured multi-cultural 

employee-interactions within organization. It is one of the elements that are important in 

sustaining the performance of the employees, leading a company  to the path of success 

(Madu, 2011). According to  Johnson (1990) organizational culture is different in different 

organizations due to the different types of personalities an organization possesses (Johnson, 

1990). According to Martin (2003) organizational culture is a system of shared meaning 

held by member which differ from one organization to another (Martins 2003).  

On the other hand, Arnold (2003) defines organizational culture as a distinctive 

beliefs, norms, principles and ways of behaving that make each organization different from 

one another. From these two definitions it is evident that ‘organizational culture’ is one of 

the elements which distinguish one organization from another organization. Organizational 

culture is multidimensional, which helps in influencing the members to achieve success in 

any enterprise (O’Donnell & Boyle 2008).  

According to Ginevičius & Vaitkūnaite (2006) the most important dimensions which 

have direct impact on the performance of the organization are “involvement, co-operation, 

learning , care about clients, communication, adaptability”.  In the another study on the 

dimensions of organizational culture in the health care sector by Beshay (2008), indicates 

that there are six dimensions of organizational culture namely “Process oriented versus 

result oriented, employee oriented versus job oriented, open system versus closed system, 
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lose control versus tight control, parochial versus professional, normative versus 

pragmatic”. 

Businesses today are struggling to strive in today’s ever changing dynamic business 

environment (Fekete & Bocskei 2011) and thus are looking for creative, innovative and 

competitive strategies to out-perform other firms (Saffold 1998; Peters & Waterman 1982; 

Cameron & Quinn 2006; Zheng et al. 2010; Fekete & Bocskei 2011; Duke & Edet 2012). 

As has been discussed in the previous section, a strong organizational culture can have a 

positive effect on the employees, especially the entry-level employees, ultimately affecting 

organizational performance, thus importance and implication of same needs to be evaluated 

Organizational culture affects both the financial and non-financial performance of an 

organization. Although, a lot of research has been conducted on the impact of 

organizational culture on financial performance of the organization, however, there are 

relatively fewer articles on relationship between organizational culture and non-financial 

performance.  

Non-financial performance includes elements such as employee satisfaction, 

organizational commitment and employee turnover (Abu-jarad et al. 2010). Today, SMEs 

are not only focused on improving the financial performance of the organization but also 

on enhancing the non-financial aspects like innovation and customer relationship (Kalpdan 

2001). Consequently there have been studies, wherein inconsistent link between the two 

have been discussed. Therefore, it seems that more research is needed to understand the 

relationship between two.   

 

1.2 Problem Statement  

National Health Service regulator has said that the healthcare system of the UK is on 

the brink of collapse. Authorities also warned that many patients and aged populace are 

going to hospitals for emergency services, which should not be the case if they were taken 

care before (NHS, 2013). This is only one aspect of the healthcare situation in the UK. The 

growing rate of ageing population and increase in the life expectancy coinciding with the 

decline in government investment in healthcare has intensified pressure on the authorities 

to maintain the healthy lifestyle of the people. One solution to this problem, which is also 

gaining much attention these days, is tele-healthcare.  
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Tele-healthcare includes the use of information and communication and other sensor 

device to monitor the health of the patient. Since the government is not increasing their 

spending in health sector, the Small and Medium Enterprises (SMEs) can play an important 

role in promoting the tele-healthcare service in The UK. The tele-healthcare market in the 

UK is already gaining popularity and the SMEs involved in these sectors are performing 

well not only in the UK but also in international market. The governments in the UK are 

also encouraging the SMEs to engage in the tele-healthcare sector due to various benefits 

like lower costs of operations and ease in setting up the business. 

For the success of organization organizational culture has an important role to play. 

Organizational culture helps not only in improvement of financial performance (profits) of 

the organization but also helps in the improvement in the non-financial performance (job 

satisfaction, communication between higher and lower level of management). SMEs are 

also considered as the industries which constantly promote innovation so the role of 

organizational culture is also important in promoting innovation. In case of the UK no study 

has been done to check the impact of organizational culture in SMEs in tele-healthcare 

industry. 

Therefore, the involvement of SMEs in tele-healthcare sector of the UK is an area 

where the detailed analysis is required. This research will focus on the involvement of the 

SMEs in the tele-healthcare sector in the UK. Also the role played by the organizational 

culture and organizational performance in SMEs needs to be explored more, in order to 

understand the role it plays in effective delivery of services and the sector’s overall growth. 

This research will try to find the role of SMEs in the advanced economy, taking the case of 

tele-health industry in The UK. 
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1.3 Aim & Objectives  

The main aim of this study is to understand the organizational culture and its role in 

the performance of SMEs in the tele-healthcare industry in the UK. 

The objectives of the study are: 

 To explore the key characteristics of SMEs and their organizational culture in the 

tele-healthcare industry in UK. 

 To understand the impact of organizational culture on perceived non-financial 

performance of the SMEs. 

 To examine whether innovation plays a role in fostering a relationship between 

multi-dimensional organisational culture and non-financial performance of the 

SMEs. 

 

1.4 Research Questions  

This research will try to solve the following questions 

1) What are the profile/characteristics of SMEs’ organizational culture in the Tele 

Healthcare Industry in the UK? 

H1: 

H1a: Clan culture is the SMEs’ dominant organizational culture in the tele-

Healthcare industry in the UK? 

H1b: Adhocracy culture is the SMEs’ dominant organizational culture in the Tele-

Healthcare industry in the UK? 

H1c: Hierarchy culture is the SMEs’ dominant organizational culture in the Tele-

Healthcare industry in the UK? 

H1d: Market (developmental) culture is the SMEs’ dominant organizational culture 

in the Tele-Healthcare industry in the UK? 

 

2) How does SMEs’ multidimensional organizational culture (OC) influence non-

financial (perceived) performance?  

H2: 

H2a: There is a direct and positive influence on the non-financial (perceived) 

performance from Clan organizational culture? 
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H2b: There is a direct and positive influence on the non-financial (perceived) 

performance from   Adhocracy organizational culture? 

H2c: There is a direct and positive influence on the non-financial (perceived) 

performance from Hierarchy organizational culture? 

H2d: There is a direct and positive influence on the non-financial (perceived) 

performance from Market organizational culture? 

 

3) Does firm’s innovation (product and process) moderate between 

multidimensional Organizational Culture and non-financial (perceived) 

performance? 

H3: 

H3a: Innovation (innovativeness) is a moderate between clan culture and the firm’s 

non-financial (perceived) performance? 

H3b: Innovation (innovativeness) is a moderate between Adhocracy culture and the 

firm’s non-financial (perceived) performance? 

H3c: Innovation (innovativeness) is a moderate between Hierarchy culture and the 

firm’s non-financial (perceived) performance? 

H3d: Innovation (innovativeness) is a moderate between Market culture and the 

firm’s non-financial (perceived) performance? 

 

1.5 Purpose/ Significance of the Study  

The main purpose of this research is to examine the influence of multidimensional 

organizational culture (Clan, Adhocracy, Market and Hierarchical) on the performance of 

an organization, which is based on the Competitive Value Framework (CVF). Further the 

role of innovation as the moderator between these factors has also been evaluated. This 

research is based on selected SMEs involved in the tele-healthcare industry in the UK.  

This research was attempted to determine the characteristics of SMEs’ organizational 

culture in the tele-healthcare industry in the UK. This study is also first attempt, to study 

the role played by the multidimensional organizational culture on the non-financial 

performance using various indicators. Within the healthcare industry, service holds utmost 

importance, however, the service is based on products (medical devices) and processes 
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(practices which aid service) and thus it was important to study both product and process 

quality on organizational performance.  

Number of studies has been conducted in the past to study the link between 

organizational culture and its impact on the financial performance of the SMEs in different 

countries and in different industries. But there has been no study done on the SMEs 

involved in the tele-health industry in UK and the effect of organizational culture in non-

financial performance of these industries. The tele-health industry is one of the emerging 

industries in the UK and the SMEs are the important contributor to the UK’s economy in 

terms of creating employment and also promoting innovation. Therefore, this study will be 

useful to practitioners in the industry to understand the workplace culture and innovation 

dynamics in organizational performance, so that they can devise their strategies more 

effectively. This study will also add to the existing body of knowledge on the subject, 

proving significant to academicians and researchers. 

 

1.6 Limitation of the study 

This research is trying to answer the question of the influence of multidimensional 

organizational culture on performance and moderate role of Innovation with taking the case 

of the SMEs in the tele-health industry in the UK. This study is only limited to the tele-

healthcare industry in UK, therefore the findings cannot be generalized to other industry/ 

country. 

 

1.7 Chapterization plan 

The remaining study is divided into the following chapters: 

1. Introduction:  This chapter lays down the foundation for the research which 

discusses the background of the research. After which problem statement, aim and 

objectives and research questions are defined. In the final part, significance of the 

study and limitations are discussed.  

2. Literature review: This chapter explains the review of the existing literature in the 

field of the study. Role of organizational culture and performance played in case of 

SMEs has been discussed in the same chapter, along with the explanation of the 

gaps in existing literature and how this study will be helpful in filling those gaps.  
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3. Research Methodology: This chapter discusses the research strategy, of data 

collection and data analysis.  

4. Data Analysis and Interpretations: This section has been sb-divided into two 

chapter with chapter first focusing on descriptive analysis and next section explored 

findings of inferential analysis. The responses collected from different SMEs within 

Tele-healthcare sector have been presented in this chapter through descriptive 

analysis. 

5. Discussions: This chapter provides the details about the Academic Contribution 

and Industrial contribution made by this research. Along with the contributions the 

limitation of this research has also been discussed in this chapter. Further, the 

researcher also defines the conclusions based on the objectives of the research and 

also present recommendations based on the findings of the research. 
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2 REVIEW OF LITERATURE 

 

2.1 Introduction to Chapter  

This chapter explores the underpinning theories and research work in context of small 

and medium enterprises and their organisational culture and performance with special 

reference to the tele-healthcare sector. This chapter facilitates formation of a theoretical 

framework that will be act as the guidance for the primary aspect of the study. The literature 

has been discussed adopting a critical approach to identify the existing gaps in research. 

This chapter probes into the key concepts like small and medium enterprises (SMEs), 

assisted living technology and tele-healthcare industry, what is the importance of the tele-

healthcare sector and how instrumental is the role of SMEs in the sector. Further, the 

chapter progresses towards success and failure elements of SMEs and how organisational 

culture is a chief element influencing the same.  

Next, in the chapter, the concept of organisational culture in explored extensively. 

Levels of culture, organisational culture, its relevance and dimensions and how 

organisational culture is measured. The prominent theories on organisational culture are 

also explored and discussed at length. The theory selected for the study is Competing 

Values Framework (CVF) which has been critically analysed for its suitability to the 

characteristics of SMEs under consideration.  Ahead, the linkage between organisational 

culture and organisational performance has been established. Since the study focuses on 

the non-financial performance of SMEs, the role of organisational culture in fostering 

innovation across the SME organisation is expansively studied and the research question 

and hypothesis based on the underpinning notion is justified.   

 

2.2 Small and Medium Enterprises 

2.2.1 Definition and Importance of SMEs 

Over the past two decades the concept of Small and Medium Enterprises (SMEs) has 

gained attention by researchers and practitioners across the world. Most of the research on 

the subject of small and medium enterprises (SMEs) emphasizes on the role SMEs play in 

the economic development of a country (Garg & Walia, 2012; International Finance 
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Corporation, 2012; Mcintyre, 2001), developing and developed. The terminology has 

evolved over time with researchers offering definitions in different contexts. 

These definitions vary across countries and purpose of application and industry/sector 

(ILO 2000; Müller-Falcke 2002); thus making it difficult to compare them and decide on a 

universally-applicable definition. In most cases SMEs are defined in terms of asset size, 

annual turnover, and number of employees. For instance the (USITC 2010) demonstrates 

the difference in definitions of SMEs in USA, European Union, Australia and Canada by 

comparing the number of employees and annual turnover whereas (Makhmudov 2004) 

compares them only by the employee strength. On the other hand, Gibson & van der Vaart, 

(2008) compare definitions stated by recognized international bodies such as the World 

Bank, African Development Bank, UNDP, and Asian Development Bank. 

 

Institution 
Maximum 

Employees 

Max. Revenues or 

Turnover ($) 

Maximum 

Assets ($) 

World Bank 300 15000000 15000000 

MIF-IADB 100 3000000 none 

African Development Bank 50 none none 

Asian Development Bank No official definition. Uses only definitions of individual 

national governments 

UNDP 200 none none 

Table 2.1: SMEs Definitions Used by Multilateral Institutions 

Source: Gibson & van der Vaart, (2008) 

 

The ambiguity in the definition of SME is due to the relative applicability of the term 

“small” which varies from sector to sector. This is exemplified in the following paragraphs. 

The earliest definitions of SME can be traced back to The Bolton Committee in 1971 which 

attempted to overcome the problem of objective measures of organizational size such as 

number of employees, sales turnover, profitability, etc. by formulating a statistical and 

economic definition of SME. According to them, SMEs can be defined on the basis of 2 

main parameters: sector and criteria upon which the judgment of “smallness” was made 

(Cruz-Cunha & Varajao 2010). 
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Following this considerable development in the field of academic took place, leading 

to a number of interpretations of SMEs, most of them devoted to differentiating SMEs from 

large scale firms in the United Kingdom (Walker & Petty 1978; Bates & Bell 1973). 

Thereafter as academic research related to the subject progressed outside the UK, many 

differentiating criterion for SMEs emerged in different countries. Subsequently today there 

exist a wide range of definitions of SME, some of which are reviewed below. 

According to Fischer & Reuber (2000) definitions  accepted in developed countries 

will have higher size threshold than developing countries. However, they perceive SME as 

an immensely versatile term that encompasses an assorted group of economic activities, 

right from self-employed artist to modern technological intensive enterprises serving a 

distinct market segment. Spence & Painter-Morland (2010) regarded that SMEs are 

generally defined on the basis of some mutual factors like number of employees, sales, total 

resources and net investment level. Further, different institutes have their own defined 

criteria. Following is the tabular representation of the SME definitions proposed by 

multilateral institutes. 

For the study, the definition of SMEs propounded within UK and specific to UK will 

be applicable wherein most of the SMEs in tele-healthcare industry employ not more than 

250 employees.   

 

2.2.2 Role of SMEs in Economic Progress 

‘The World Bank Review on Small Business Activities establishes the commitment of 

the World Bank Group to the development of the small and medium enterprise (SME) sector 

as a core element in its strategy to foster economic growth, employment and poverty 

alleviation’ (Ayyagri, Beck, & Demirguc-Kunt, 2007. P. 415).  

 In the past 20 years, scholars witnessed an explosion in the research about the role of 

the small and medium sized enterprises (SMEs) within the global context which has 

resulted in a significant amount of academic literature and thinking (Parker, 2000). There 

is also an increasing recognition of the key role that SMEs play in domestic and global 

economy.  According to Ibeh, (2000) It has been noticed that the research in this area has 

been stimulated by growing debates on globalization and its effects on the rising of SMEs 

and last but not the least entrepreneurial response required by business to cater and deal 
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with the increasing competition. It is very important to understand the meaning and history 

of SMEs before we take our discussion any further.   

Despite their size, Small and Medium Sized enterprises offer more job than large 

businesses and are the drivers of innovation and development (Teng, Bhatia, and Anwar, 

2011), thus contributing towards economic development. For example, research reveals 

that SMEs in the USA ‘spend almost twice as much of their R&D dollars in fundamental 

research compared to the large firms’ (Yeung and Chew, 2001. P. 433). Parker (2000) also 

pointed out that governments are getting more interested in small businesses and their 

support for SMEs is increasing especially in wealthy countries, as it is believed that SMEs 

are exceptionally innovative and contribute to high quality employment. Some researchers 

suggest that SMEs are more flexible and responsive to their consumers’ needs.  

Ellis & Tailor (2011) asserted that the economy of UK has not been able to recuperate 

from the recessionary economic conditions since the end of 2009. Even until March 2011, 

UK’ GDP was stagnant at 4 percent, short of its pre-recession peak corresponding figure 

of 2008. To counter this, Government strategically promoted new businesses and start-ups 

to make up for the cuts in public spending and SMEs are responsible to escalate business 

activity and employment. SMEs are been critical for boosting the national income over a 

phase of time. UK government has acknowledged this and promoted UK as a favorable 

place for business and encouraging SMEs to locate and develop there. The impact of 

medium, small and micro-sized enterprises (SMEs) can be seen across the European 

Economy. These SMEs are major sources of innovation, employment and entrepreneurial 

skills.  

Overviewing the European union of 25 countries, there are about 23 million SMEs 

that provide employment to about 75 million people which represent 99% of the total 

enterprises. SMEs have played an instrumental role in the economy of UK. Nearly 99.9 

percent of the enterprises existent in UK fall into the category of SMEs. Interestingly, 

SMEs exhibit their importance in the British economy as they are the generators of nearly 

59.1 percent of the private sector jobs and account for 48.7 percent of the turnover of the 

private sector. SMEs have emerged as an indispensable aspect of the British economy as 

most of the growth is coming from the SMEs even during the prevalent economic 

slowdown.  
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This is evident statistically, that in 2011-2012, nearly 450000 new business endeavors 

were registered which is the highest since the last recession (Gray et al. 2012). Further, BIS 

(2013) affirmed that SMEs can propel economic growth in UK through invigorating 

innovation, provocation of competition amongst the existing firms and making a substantial 

contribution towards employment generation. Innovation is the catalyst of growth and 

SMEs of UK have considerably contributed towards the same. In 2011, 37 percent of the 

SMEs with over 10 employees testified innovative practices.  

However, innovation is skeptical amidst information failures, constructive 

externalities and institutional shortcomings. In 2014, the news daily The Telegraph, 

presented the report that SMEs are crucial for the growth of UK economy through its 

unique characteristic of being responsive to the dynamic business environment. SMEs have 

registered a clubbed turnover of 3300 billion pounds. Nearly 34 percent of the sales of 

SMEs in UK are sourced from international markets (The Telegraph 2014). 

However, the SMEs often meet market imperfections. They frequently have difficulty 

in obtaining capital or credit, particularly during the phase of start-up. They are restricted 

in terms of the amount of resources they have and thus these restrictions on resources often 

lead to the lack of innovation and access to new technologies.  Thus, the support for Small 

medium and micro sized enterprises is one of the most important priorities of the European 

Commission’s for economic growth, creation of jobs and social cohesion (European 

Commission, 2007). Thus, funding is a major concern of SMEs in UK. But since SMEs 

can create jobs and elevate productivity gains which can gradually increase the national 

income, earnings and employment across the economy. 

Thus, in the subsequent sections, the researcher will be discussing about the factors 

which can influence the success or failure of SMEs.  

 

2.2.3 Factors responsible for SMEs’ success/ failure: Importance of Culture  

Like any other large scale organisations, SMEs also have to struggle to survive and 

excel in the competitive market scenario. The performance of SMEs has attracted the 

attention of both researchers and practitioners equally. Watson (2010) has explored this 

area extensively in his book and rejected the myths commonly associated with the SME 

performance across the globe. Some of the misconceptions attached with SMEs include; 

being more susceptible to failures, SMEs run by females do not perform as good as their 
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male counterparts and that growth of SMEs is majorly constrained by lack of funding. SME 

success and failure has been highly debateable as the data routinely available for large 

businesses is not available for SME evaluation.  

Moreover, there is a dearth of reliable measure of failure for such organisations across 

the globe (Watson 2010). Laresen et al, (2006) suggest that successful businesses satisfy 

customer’s need by offering high quality services and products. He believes that in business 

life, success is a concept in management, although it is not always clearly defined. Success 

and failure may be considered as measure of good or poor management. In business 

literature success usually is associated with firm’s financial performance. However, Foley 

and Green, (1989) believe that there is no clear definition of success in international 

business and studies have interpreted firm’s success in many ways. According to Mathew 

(2010), “firm performance refers to the firm’s success in the market’, while ‘success in 

general, relates to the achievement of goals and objectives in whatever sector of human 

life.”  

He believes that success has two important dimensions: financial vs. other success and 

short term success vs. long term success. Some researchers believe that success can has 

different forms such as survival, sale growth, profit, number of employed, reputation. 

Ghosh et al (2001. P.209) also defined key success factors (KSFs) as factors which are 

essential for excellent performance of the company and critical success factors (CSFs) as 

those factors that are needed for survival of the firm. According to Lussier, and Pfeifer, 

(2001 P. 232) a business has to make at least industry-average profit for the previous three 

years to be considered successful and failure is defined as not having made a profit in the 

previous three years. 

Numerous studies have been focusing on the managerial skills and environmental 

conditions which impact firm’s success (Lussier, 1995). In a survey in 2003, Vientnamese 

SMEs introduced ‘friendliness toward customers’ as the main success factor and ‘a good 

product at a good price’ as the second (Benzing, Chu, and Bove, 2005), while Romanian 

SMEs selected ‘friendliness to customers’, ‘a reputation for honesty’, and ‘good customer 

service’, as the top three success factors (Benzing, Chu, and Bove, 2005). Ibrahim and 

Goodwin (1986) studied variables contributing to SME’s success in Canada and USA and 

introduced four success factor based on their findings. They are entrepreneurial values, 

managerial skills, interpersonal skills, and environmental characteristics. The existing 
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literature shows that researchers do not agree on the variables contributing to success in 

SMEs. Most of studies focused on a set of variables such as the managerial skills, training 

of entrepreneurs, psychological and personality of owner managers, and external 

environment (Benzing, Chu, and Kara, 2009). 

Clemson (2014) analysed the SMEs in context of EU with the underpinning relevance 

that SMEs are the backbone of the European economy and provide the maximum 

employment opportunities in the region. SMEs in EU stimulate economic growth, 

innovation, employment and social integration. However, there are a few reasons for failure 

of SMEs identified in his research. Firstly, SMEs tend to lose the competitive edge acquired 

when their best talent is head hunted or poached by other SMEs or large-scale 

organisations. This negatively impacts the R&D function and innovation is retarded. 

Gradually the business begins suffering losses. As a result, many a times SMEs refrain 

from investing into workforce training which again hampers the employee efficiency. 

Secondly, another reason that is responsible for SME failure can be that these firms are 

usually financed through bank loans or other borrowings which often runs as a lifetime 

stigma and fear of failure prevails as the intrinsic responsibility of loan repayment hinders 

the risk taking capacity of the SMEs. 

However, it is not that all SMEs are destined to fail. There are many factors that 

promote SME growth and success. Ghosh et al. (2001) studied the top SMEs in Singapore 

and deduced that it is the strategy dynamics that lead to success. The six different strategic 

components identified were, “1) A committed, supportive, and strong management team. 

2) A strong, visionary, and capable leadership. 3) Adopting the correct strategic approach. 

4) Ability to identify and focus on market. 5) Ability to develop and sustain capability and 

6) a good customer and client relationship.”  Further, Hoffmann & Schlosser (2001) 

analysed the success factors of strategic alliance of SMEs and concluded that meticulous 

strategic planning and beneficial partnership arrangement is indispensable for alliance 

success.  

However, a combination of “soft” factors like mutual trust and “hard” factors like 

strategic compatibility and appropriate governance mechanisms have a lasting impact on 

the success of alliances of SMEs. Unfortunately, these studies do not identify the basis of 

assessing the success of any SME. This was done by Huang et al. (2004) during the study 

on Australian SMEs. The researchers found that there are four parameters to adjudge the 
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organisational success: “customer acceptance, customer satisfaction, product performance 

and quality.” 

With the rise of e-commerce and upsurge of SMEs in this sector globally compelled 

Gengatharen & Standing (2005) to comprehend the factors that analyse the success or 

failure of SMEs in Regional Electronic Marketplaces (REM). The study focused on 

government aided e-commerce SMEs. Thus the factors responsible for success were 

innovativeness of the entrepreneur, REM ownership structure and governance, 

establishment of business tie-ups, REM development and benefits that are leveraged by 

SMEs. 

All the studies analysed above lay special focus on organisational characteristics. 

These characteristics are mostly bloomed or promoted through a favourable organisational 

culture. Zaheer et al. (2006) studied the SMEs in Pakistan and highlighted that the SME 

culture in developing countries lacks creativity, innovation and risk-taking capacity. 

However, there is a deep-rooted desire to change. Further, SMEs showcase a market centric 

culture based on outcomes, competition scenario and accomplishments.  

More recently, Wilderom et al. (2012) laid emphasis on leadership as an influence on 

change management necessary to promote innovation at SMEs.  It was concluded that good 

leadership fosters a stable organisational culture and instils a feeling of trust amongst the 

employees and lower the resistance to change and encourage innovation at work. Thus, 

organisational culture is an underlying foundation of most of the factors determining the 

success or failure of SMEs. Organisational culture is briefly explained in the subsequent 

section. 

2.3 Assisted living Technology and Tele-Healthcare  

Assisted living facilities are emerging and being adopted very fast across the globe. 

Assisted living technologies comprise of many long-term care facilities like housing, 

personal support services and healthcare. The demand for the same is increasing due to the 

changing demographic, social, economic and technological environments. Information, 

Communication and Technologies have dramatically evolved during the last decade. This 

has prompted the healthcare services to adapt to the technological advancements to enhance 
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the quality, commitment and reach of the services to the needy people (Lazakidou & 

Konstantinos M. Siassiakos 2010). 

Rocker & Ziefle, (2012) expressed that e-health technologies are gaining relevance 

and shall become an integral part of healthcare services in the approaching time. Tele-

healthcare is one of the critical aspects of the assisted living technology. Technological 

developments have enhanced the potential of telecommunications in healthcare sector and 

it can work as a process enabler for augmenting healthcare-delivery systems (Lockamy & 

Douglas L. 2009; Akber & Gough 2003).  

Industry experts foresee an explosive growth of the global tele-health market over the 

next few years. In 2010, the global shipment of tele-health was 163.3 million USD which 

is forecasted to be 990 million USD in 2015 and by 2020, 6.28 billion USD. The biggest 

market is the US but UK is gradually catching up (Terry 2011). More recently, RNCOS 

Business Consultancy Services reported an estimated annual growth of 18.5 percent for 

tele-healthcare industry.  

 

2.3.1 Assisted Living Technology 

Although humans have been using tools in their daily life in many cultures around the 

world throughout the history, it seems that using technology as a tool for people with 

disabilities is almost a recent phenomenon. James, and Thrope, (1994), described some 

assistive devices people have been using since 6th century B.C. The devices they mentioned 

include artificial legs or hands, drinking tubes or straws. Doughty et al, (2007 P. 6) referred 

to the traditional form of assistive technology as ‘low-tech portable devices’ such as 

walking sticks, spectacles and tap turners, or more expensive fixed systems such as stair-

lifts, ramps and level-access showers.     

The passage of the Technology-Related Assistance for Individuals with Disabilities 

Act (Tech Act) in 1988 was a turning point as attention  increased on the role that assistive 

technology (AT) can have to improve the life of people with disabilities, and improving 

their functional needs (Alper, and Raharinirina, 2006). According to Wallace et al, (1995) 

Tech Act of 1988 contributed to public awareness of the curtail role that using assistive 

technology can play in daily life of people with disabilities. 

   ‘Assistive technology has been defined by the European Commission’s 

Technological Initiative for Disabled and Elderly persons (TIDE, 1992) as the total of 
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technologies provided directly to elderly and/or disabled people, to enable them to live 

more independent lives and become integrated in all the activities of their communities, 

preferably outside of institutional care’ (Young and Sandhu,1995. p.183).  

Assistive technology market is broad, providing thousands of products for individuals, 

elderly or disabled. This market is dominated by SMEs. It is believed that this market will 

grow and the demand for assistive technology will increase as users will get familiar with 

AT and European population will grow older (Young, and Sandhu, 1995). According to 

Doughty et al, (2007) European Community has the largest market for assistive technology 

products in the world. Reports in 1995 show that assistive technology users will be about 

32 million European in 2020. The vast number of AT users emphasizes the importance of 

the market and competitive environment particularly for SMEs. 

Business in this industry usually belongs to industry grouping related to different 

disabilities such as physical, cognitive, sensory, or communication (Bauer, 2003). He also 

pointed out that in US this market is dominated by small enterprises and a very few larger 

companies supporting assistive technology market. Stone, (2003) believes that assistive 

technology industry which is mostly small businesses has significant barriers such as 

limited resources and high cost which are unique to AT market. SMEs active in assistive 

technology experience a different entrepreneurial climate. Some of them start-off family 

business and some are run by people who have suffered disabilities. However, the number 

of users of AT are really high with nearly 600 million people suffering from different forms 

of disabilities around the world (Alper, and Raharinirina, 2006).  According to Alper, and 

Raharinirina, (2006), assistive technology has great potential for improving the capabilities 

of people who suffer from disabilities.  

 

2.3.2 Tele-Healthcare Services as a part of AT 

The role and application of ICT tools in different sectors have been highly researched 

upon and tele-healthcare services are no exception. Different research scholars have 

analysed the tele-healthcare services from different perspectives. However, disability and 

old age are the commonest grounds of contextual research.  

Nehmer et al. (2006) attempted to unveil the need and challenges of tele-healthcare 

systems while Parker & Thorson (2008) attempted to highlight the advantages of the tele- 

healthcare in their research. According to their research, tele-healthcare is a boon for the 
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people who are located at considerable geographical distance from the healthcare services 

providers or are unable to travel to the medical institutes. Tele-healthcare comprises of a 

wide range of services including the low-technology modus like telephonic interaction, 

teleconferencing among multiple medical experts or patients or transmission of medical 

reports or other related information through technology. Tele-healthcare can be highly 

useful in connecting the rural consumer with the specialists and up-scale service providers 

that render their services only in the urban areas. Further, it can also enable continuation of 

medical education, healthcare courses, research and business through technological aid and 

set-ups (Nehmar et al., 2006; Parker & Thorson, 2008). 

Likewise, Maniatpouos et al. (2008) also, expressed that the on-going developments 

in the field of ICT have opened many new avenues for the development and usage of tele-

healthcare application in multiple sub-domains of medical treatment and services. This 

amalgamation of ICT and tele-healthcare will facilitate cost-optimized medical practices 

rendered to people even in the remote areas. Apart from medicine, even general health and 

social care can be easily provided on a large scale with an impending cost and management 

burden. These may include services for the disabled people, patients who took early 

discharge from the hospital, community healthcare services and special provision for the 

elderly members of the society. Maniatpouos et al. (2008) focused on the health needs of 

the elderly people and commented that the population of almost all EU countries is aging 

and there has been a considerable rise in the elderly people living alone.   

A critical challenge was highlighted in study that healthcare providers work 

independently under respective domains, like; intensive care, primary care and social 

services. Thus, the coordination between these is to be consolidated before promoting an 

integrated tele-healthcare system under assisted living technology. Ziefle et al.(2011) 

further added that while tele-healthcare systems have resulted in minimized hospitalization 

and empowering patients to lead an independent life within the comfort of their homes, 

these systems are highly intricate and make behavioural, communication and technology 

acceptance sceptical. 

While the earlier study focused on the comprehensive needs of the aging population, 

Hu (2013) exemplified the role of assisted living technology in the pretext of physical and 

mental human disability. There are nearly 32 million people across the globe surviving with 

serious disability.  
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Thus, it is the responsibility of the governments to design and develop an expedient 

living environment for the disabled people. This is where technology can aid. Thus, assisted 

living technology can be instrumental in all these aspects and radical improvement in the 

medical care can be facilitated through tele-healthcare services. Darkins and Cary (2000) 

stated that the tele-health market in Europe is still in a nascent stage. In a comparative 

statement between UK and USA, they pointed that importance of tele-healthcare industry 

in Europe can be understood from the fact that in UK there are only 6.3 Computer 

Tomographic Scanners (CT scanners) per million inhabitants in comparison to 26 per 

million in USA (Darkins and Cary, 2000).  

 

The below table provides for a growth scope of tele-health service industry in UK 

based on a comparative analysis between USA and UK. 

Table 2.2: Measure relating to spending on health-care in UK and USA 

Source: Hu (2013) 

 

Technological advancements across the world have changed the way heath care 

system operates. Tele-health service is one such contemporary industry that is emerging at 

Measure relating to spending on health care United 

Kingdom (UK) 

United State 

(US) 

Spending on health care as % of GDP in 1996 6.9% 14.2% 

Per capita spending on health care in 1996 $1304 $3708 

Median age of the population in 1995 37 year 

 

35 year 

Percentage of the population over 65 years old in 

1995 

15.8 % 12.2% 

GDP per capita (adjusted for purchasing power) 

1995 

$ 17,923 $25,635 

Inpatient hospital beds per 1000 population in 1995 4.7 4.1 

Average length of stay in hosp0ital by patients in 

1995 

9.9 days 8.0 days 

Percentage of the population admitted to hospital in 

1995 

20.8 % 12.4 % 

Population eligible for public funded hospital care 

(1995)  

100 % 46 % 

Infant mortality per 1000 live births (1995)  6.0/1000 8..0 % 

Life expectancy of males at birth 74.3 year 72.5 year 

Life expectancy of females at birth 79.7 year 79.2 year 
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an accelerating pace. This industry growth is attributed to higher demands by older and 

disabled people (Pulli et al, 2007).  

According to 2013 European tele-medicine Conference, European economies are 

developing infrastructures to support tele-healthcare facilities mainly as they are able to 

penetrate within the markets covering larger consumer segments which traditional 

mechanisms fail to serve (HIMSS, 2013).Terry (2013) asserted that the economies of EU 

especially, UK and France are indulged in making huge expenditures to bring about 

structural changes in healthcare industry. This was done by investing in development of 

tele-healthcare industry which is considered to be a cost optimization approach.  

A report by Deloitte, 2014, forecasted that expenditures related to health care in UK 

are expected to be to $292 billion by 2017 from $235 billion in 2012. But the report also 

sighted that there has been a very meagre increase in medical spending by United Kingdom 

that is only 0.1% since 2011 instead of the desirable 4 %. In order to achieve this desired 

level, UK has been challenged to resort to cost effective measures of delivering health care 

services along with cost minimization methods like cutbacks in employee compensations, 

decreasing expenditures related to pharmaceutical and medical technology and quota 

allocation of specific services.  

The Deloitte (2014) report believes that tele-health care industry has huge growth 

potentials in UK as demands for GP appointments have intensified due to maturing 

workforce /population and declining total funding for National Health Services. According 

to Deloitte, 2014, tele-healthcare will prove to be an innovative model that would not only 

help the economies to deliver services efficiently but also cover a wide range of customers. 

Along with this healthcare service providers are able to cater to patients from across the 

world though effective use of web thus further geographically diversifying their business 

and enhancing revenue (Bichindaritz et al, 2010). 

The review of the studies indicate that most of the researchers have viewed tele-

healthcare services as an integrated part of the assisted living technology and it has an 

impending impact on the overall lives of the people and is not confined merely to physical 

well-being. 
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2.3.3 Characteristics of SMEs in tele-healthcare industry, particularly in Europe  

According to Millis et al (2012), European SMEs to a large extent help needed for the 

growth and success of tele-healthcare industry. These organizations are characterized by 

innovative technological development that would provide easy access to wireless tele-

healthcare services to people not only in Europe but across the world. The same research 

outlines that these SMEs have directed their resources and work round the clock to achieve 

this objective.  

Koch (2006), in a research outlined that European SMEs play a dominant role in 

assistive technology industry. The primary reason is the scope of providing better and 

hands-on services to people without pinching their pockets. According to a report by Stack 

et al (2009), SMEs in tele-healthcare industry that operate in areas related to assistive 

technology are mainly unorganized. SMEs have taken a plunge in this tele-healthcare 

industry primarily as they are able to provide for quality health care services with the aid 

of advanced and innovative technologies like electronic sensors, video monitoring, remote 

health monitoring, door monitors, bed alarms, pressure mates, smoke and heat alarms 

(Koch, 2006; Miskelly, 2001). SMEs particularly those in Europe are able to provide 

customized tele-health services even with their limited resources thus enabling them to 

benefit from the same.  

Cura-B evaluation report (2014) stated that the growth and characteristics of SMEs in 

tele-healthcare services industry is attributed to environmental factors like getting old 

populace, flinching labour groups, increasing requirements for health services especially 

for critical diseases, conditions, higher rural settlements and budget constraints.  

The same was also agreed upon by Koch (2006) who also stated that along with the 

above mentioned problems, recruitment and retention of quality health care professionals 

was another issue that aided growth of tele-healthcare services thus providing for a 

lucrative opportunity to various SMEs. It is mainly because the assistive technology 

adopted by European SMEs along with Advance AT can be applied to various areas related 

to tele-healthcare services like Tele-health, Tele-medicine, Tele-care or Tele-homecare 

thus widening their scope of operations (Steventon et al, 2012). 

  

The tele-health care system has been introduced in limited numbers in the UK, but the 

system is gradually rising. In the initial period the tele-health care system in the UK 



29 

 

information technology has played an important role. In the UK the more focus was given 

for providing safety and security for the people whereas in other countries like US more 

focus is on the management of the chronic disease (Gustafson, Hawkins, Boberg, & Owens, 

2001; Gustafson et al., 2001). Author also stated that the introduction tele-health in the UK 

will have impact on the system of care delivery which is able to transform an unsuitable 

condition/environment to a safe environment for the patients.  

This section provided an overview of the key theories that shall lay the foundation of 

the research paper. The tele-healthcare industry with special reference to SMEs the UK has 

been discussed significantly in the section. This enables a comprehensive understanding of 

the theoretical framework that shall be guiding the further research. However, the concept 

of organisational culture requires an extensive analysis that will be undertaken in the 

subsequent section and hypotheses formed shall be justified through application of findings 

from the literature and scope for unique research shall be exemplified. 

 

2.4 Organisational Culture 

Organisation culture is perhaps one of the most researched concepts in both academia 

and practice. This is because the cultural aspect of an organisation is indispensable in any 

aspect to be reviewed. The way an organisation or its employees function is determined by 

the organisational culture as it unconsciously builds a set of implied values that guide the 

organisation.  

It is the responsibility of the senior-level management to establish, promote, maintain 

and change the organisational culture with the changing business dynamics. Organisational 

culture has gained a lot of relevance in the modern organisation where amalgamation of 

individual goals with organisational ones is necessary and employees are required to relate 

to organisational values (Alvesson 2012). After understanding its relevance, it is important 

to understand how organisational culture is formed or built. Witte & Muijen (2000) 

developed a conceptual framework to understand how different elements together make up 

or change the organisational culture. 

The culture of any organisation has multiple factors influencing it like the macro 

environment factors, the interaction between employees and organisation, also the various 

organisational processes like HR functions, R&D, maintenance process etc. Following is 

the diagrammatic representation of the same. 
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Figure 2.1: A Conceptual Framework of Understanding Organizational Culture 

Source: Schein (2010) 

 

It is wise to note that the different types of culture like national, ethnic, professional, 

organizational and microsystem issues are inter-related and exert considerable influence on 

each other (Schein 2010). Thus, it can be inferred that organizational culture can be viewed 

as a model of mutually accepted assumptions and values by a group in order to solve 

problems of adaptability to external environment and internal integration and is valid in 

approach and therefore is imbibed across the organization and even taught to new 

employees to ensure synchronization.  

 

2.4.1 Defining Culture 

Culture is a highly complex term and is difficult to define as it is not static but dynamic.  

In common parlance, culture is interpreted as the mutual preferences for foods, music, 

attire, lifestyle, etc. by a set of people. In fact, it is the culture that forms the various sets of 

people in the society. Also, culture is seen as comprehendible traditions and customs 

followed by people from different ethnicities. However, from a deeper perspective, culture 

covers numerous aspects apart from race or ethnicity we are born in. Culture is highly 

impressionable and humans tend to adopt from gender, social class, physical and mental 

capabilities, religious and spiritual inclinations, age and other external and internal factors. 

With the rise of globalisation, individuals are exposed to multiple cultures and gradually 
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distinct culture is developed (Zion & Kozleski 2005). Further, Maraña (2010) defines 

culture as, “culture is that which offers the context, values, subjectivity, attitudes and skills 

on which the development process must take place”.  

Culture, due to its variable nature, tends to get reconstructed persistently as people 

interrogate, alter and redefine their value system and actions after being exposed to changes 

and exchange of ideas. Thus, there cannot be one fixed definition of culture. Different 

authors have adopted diverse approach to define culture. A culture has an explicit and 

implicit influence of every element of the society, people, organisations etc. by way of 

mutually shared ideas, beliefs, values, attitudes or typical behavioural patterns.  

Hall (1976) view culture has not a legacy that passes from generation to generation 

and nor it exists as a distinct identity but it is always shared and developed by the members 

of a society. Hofstede (1980) rejects this approach and see culture as a differentiating factor 

and pens culture as, “the collective programming of the mind which distinguishes the 

members of one group from another” and it is observed by generations but with each 

generation, some modifications are bound to happen. People tend to be particular about 

their culture as they have been imbibed with certain cultural values right from childhood 

and it is observed in every action of professional or personal nature.  

This was further developed by Mulholland (1991) who acknowledges the intricacy of 

the term “culture” and also the incompetence of any single definition that has mutual 

consensus from both academia and practice. Mulholland (1991) interprets culture as a 

collection of communal and continuing implications, values and beliefs that define national 

ethnic, organisational or other groups and impact their behaviour. Since the study at hand 

is based on the concept of organisational culture, it is appropriate to understand the impact 

of culture on organisations.  

Spencer-Oatey (2012) defines culture as “culture is a fuzzy set of basic assumptions 

and values, orientations to life, beliefs, policies, procedures and behavioural conventions 

that are shared by a group of people, and that influence (but do not determine) each 

member’s behaviour and his/her interpretations of the ‘meaning’ of other people’s 

behaviour”. This definition is applicable to organisational culture to a great extent as 

employees make considerable contribution towards establishment and sustenance of 

organisational culture.  
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Further analysis of culture can be on the basis of levels. The culture seems to mould 

into different shapes at different levels. This adds conformity to its dynamism yet again. 

The simplest demarcation of the levels can be national, organisational and personal. This 

analysis holds a lot of weightage in today’s globalized dynamic business platform as culture 

plays a vital role in the organisational performance. 

 

2.4.2 National Culture 

National culture is the paramount level of culture that dominates all the other cultures. 

From the business perspective, assessing national culture is essential to understand the 

cultural niceties and behavioural patterns to make strategic decisions related to exploration 

of a new market for product or service offerings or even talent hunting; comprehending the 

composition, characteristics and expectancies of the labour market and internationally 

outsourcing relationships. However, with the intensifying migration of labour, universal 

demographic shifts are making cultural boundaries meaningless to a certain extent. (TMC, 

www.tmcorp.com, 2009). 

McSweeney (2002) explored the Hofstede’s model of national cultural differences and 

consequences and deduced that national culture is not a single entity but a set of multiple 

cultures existing within a nation or country but is viewed as a single set of cultural traits 

that distinctively characterizes residents of one country from another. Though the 

population of a country can be classified into various subsets on certain concrete grounds 

however, Hofstede asserts that in spite of these sub-divisions, the population of every 

country represents a unique culture as a whole.  

This is a blended approach of both centrifugal and unifactory outlooks. However there 

can be contradictions. For instance, the “Great Britain” comprises of at least three nations: 

England, Scotland and Wales but represent a single “national” culture, the “British” culture. 

Thus, according to Hofstede, national culture may denote the culture of a country or state 

and not a nation alone.  

Mutschink (2007) explored the influence of national culture on the managers and their 

decision making process. It is observed that leaders/managers of organisations take 

organisational decisions like recruitment, structure, strategy etc. only on the bases on what 

they feel is “right”. This is an outcome of cultural inheritance along with other rational 
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organisational aspects. Managers hailing from strong cultures tend to play an active role in 

shaping the organisational culture and employee culture as well. 

The rise of multinational organizations has encouraged the research of impact of 

national cultures on the organisational variables that have caught the attention from both 

academia and practice. Li & Harrison (2008) explored the impact of national culture on 

organisational structure and leadership. The study was conducted in context of the growing 

number of multinational companies. Researchers opined that institutional rationality 

proposes that companies tend to pursue legitimacy within a society by abiding by the 

respective prevalent societal values and customs. Since, societal traits are an integral aspect 

of national culture, it is obvious that corporate governance of an organisation will have an 

implied influence on the national culture.  

Thus, it can be deduced that national culture is a vital influencer on organisational 

culture and its understanding is imperative to ensure better organisational performance and 

employee satisfaction is achieved. 

 

2.4.3 Organizational Culture: Concept, Relevance and Importance 

Organizational Culture has emerged as a concept that is highly explored and studied 

by experts from both the academics and practice. Organizational culture has been studied 

in context with a variety of concepts like organizational change, human resource 

management and its strategic relevance has been explored considerably (Brown 1998).  

Parker (2000) explored the concept of organizational culture with identity and 

expressed that organizations are the results of intricate sequences of local interactions 

which can never be acclaimed by any one of the influencing forces like economic, social 

structure, technological implications etc. Since no one attribute is responsible for 

organizational characteristics, comprehending organizational culture tends to include 

consideration of both specificity and generality which makes an organisation both unique 

and similar to the other organizations.  

Though Parker (2000) agrees that organizational culture is a collective set of beliefs, 

values, norms, protocols etc. that are mutually adhered to by all belonging to a particular 

organisation, yet the author asserts that even the organizational culture has multiple divides 

like functional, generational and professional.  
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These divides are explained as below: 

Spatial/Functional 
  

Geographic and/or departmental divides - 'them  over 

there, us over here' 

Generational 

 

Age and/or historical divides - 'them from that time, us 

from this time' 

Occupational/Professional 
  

Vocational and/or professional divides - 'them who do 

that, us who do this' 

Table 2.3: Three Divisions of Culture 

Source: M. Parker, (2000) 

 

Witte & Muijen (1999) opined that organizational culture is a complex phenomenon 

demonstrated through behavioral traits, implicit conventions and human tendencies. 

However, examining organizational culture on various levels like creation, values and 

fundamental assumptions is essential in order to foster or promote a favorable 

organizational culture across the entity. For developing a favorable organizational culture, 

managers have to first bring about changes in their behavior and then motivate their 

subordinates to follow the suit. Development of an organizational culture can decrease 

conflicts, improve coordination and control, lessen uncertainty and enhance employee 

motivation across the organization. It is the amalgamation and alignment of organizational 

culture with the vision and strategy that promotes an effectual and competitive 

organization.  

Thus, as different countries have their own distinct cultures, likewise companies have 

their own unique organizational culture. Organizational culture is a structure for inter-

personal relationships and organization’s relationship with its environment. Cultures are 

highly dynamic in nature and are constantly evolving as employees keep on improving 

themselves. Also, each change in the environmental factors of an organization has an 

obvious implication on the organizational culture (Katrin 2011) 

Schein (1990) presented organisational culture as, “(a) a pattern of basic assumptions, 

(b) invented, discovered, or developed by a given group, (c) as it learns to cope with its 

problems of external adaptation and internal integration, (d) that has worked well enough 

to be considered valid and, therefore (e) is to be taught to new members as the (f) correct 

way to perceive, think, and feel in relation to those problems” (p.111). However, 



35 

 

Willcoxson & Millett (2000) asserts that organizational cultures emerge from the more 

expansive cultural contexts like national or ethnic groups. Like these broader cultural sets, 

organizational culture is also a set of protocols, beliefs and behavior that provides 

organization to have unique traits. Organizational culture is highly dynamic in nature and 

changes, many a times, are concealed. Thus, to manage such culture is a challenging task 

for the managers. 

Relevance: Ogbonna & Harris (2000) through an extensive literature review and 

subsequent empirical study established the relationship between leadership style and 

organizational performance, chiefly influenced by organizational culture. Schein (2004) 

further asserted that organizational culture is fundamental for sustainable organisational 

performance and competitive advantage. The major reason for companies succumbing to 

unethical practices is that though most leaders acknowledge the potential of culture but 

only few are able to tackle it strategically.  

Rhyne et al. (2002) studied the influence of national culture on new product innovation 

and deduced that as even small high-technology firms expand and venture into the 

globalized market, the impact of national culture on the firm’s success is significant. 

Another key relevance of culture, the impact of organisational culture on employee 

behaviour was explored by Nacinovic et al. (2010) who believe that culture fosters 

innovation only when it is backed by HR practices : training to enhance knowledge, skills 

and abilities of the employees; performance based reward system (acknowledging 

employee contribution); and team development through leadership and team based 

activities.  

Further, Liao et al. (2012) apart from innovation, explored the relationship between 

organisational culture, knowledge acquisition and organisational learning and found out 

that organisational learning has an obvious impact on the knowledge acquisition and 

organisational innovation. Most of the studies explored so far focus majorly on one 

dimension of organizational performance i.e. innovation as the consequent of 

organizational culture. None of these have explored the underpinning cultures that foster 

several elements of quality and innovation performance simultaneously.  

This gap was filled by Prajogo & McDermott (2011) who studied different culture 

types with performance dimensions like product quality, process quality, product 

innovation, and process innovation. Through an empirical study it was found that 
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predominantly organizational culture contrasts between control and flexibility orientations 

which have a diverse impact on the firm’s quality and innovation, external and internal 

orientations which is replicated in products and processes. For product innovation, level of 

novelty, adoption of contemporary technologies, promptness of market entry and number 

of innovative products launched.  

On the other hand, process innovation also includes the promptness in adapting to 

contemporary technologies, technological efficiency of the firm, innovative process 

technology and pace of technology renewal. Thus, it is important that firms strive to strike 

a balanced fit between the cultural dimensions and performance measures. It is the analogy 

of this fit that enables organisational culture to be used as an asset to accomplish 

performance objectives. For the study at hand, the perspective of organizational culture 

proposed by Prajogo & McDermott (2011) presents a perfect base as the study intends to 

analyse the role of organizational culture on non-financial dimensions of organisational 

performance. 

Importance: Culture of an organization is its soul, molded through success and 

impediments. There are various characteristics of high performance culture. In such 

organization, people are passionate about their roles and responsibilities and are eager to 

fulfill them. The employees of such organization are focused towards exterior environment 

of their organization such as client, opponents and groups. Such environment also foster 

training programs for the employees including managers (Meehan et al. 2006).  

If an organization is having strong corporate culture, they are more prone to high 

performance by the employees and have greater suppleness to alter themselves according 

to the changing demands of the market. Organizations which manage their culture 

efficiently perform comparatively better than those who did not. A customer is highly 

satisfied with the organizations which makes continues efforts in developing and handling 

vigorous corporate culture. Schein in Desson & Clouthier (2010) cited the significance of 

organization culture. Some of the advantages of having effective culture are as follows: 

 It helps an organization in taking right decisions. 

 It demonstrates the appropriate behavior of the employees and their interaction with 

their peers. 

 It exhibits the way task should be accomplished. 

 It also express the pace and effectiveness with which job has to be done. 
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 It also molds the attitudes of the stakeholder outside the organization. 

 

Uppalli & Alabee (2013) through their study asserted organizational culture as an 

indispensable element of an organization demonstrating the viewpoints of the employees 

pertaining to their organizational responsibilities and satisfaction with their respective jobs. 

In the highly competitive and global environment, leading managers and decision makers 

utilize their knowledge about the organization and its bearing on various areas for making 

critical decisions. While most of the scholars presented the impact of organization culture 

on employee productivity and competitive advantage, none have thrown light on its impact 

on organizational commitment and job satisfaction of the employee. This gap was bridged 

by (Silverthorne 2013). He stated that resemblance between the employee and organization 

are crucial for organizational success. A study conducted in Taiwan exhibited that a 

favorable environment increases the satisfaction among employees with their jobs and 

leads to their enhanced commitment. Mubin et al in (2014) stated the relationship of 

organization culture with the employees in terms of weak and strong culture.  

They are of the view that if a culture of an organization is strong, it will be pleasant 

for the employees and they will adjust well with the policies and guidelines of the 

organization. However, if there is weak culture prevalent in an organization, the employees 

are reluctant and take responsibilities out of compulsion. They feel detached and to them 

organization is just a source of earning. Furthermore, the culture of an organization also 

plays important role in encouraging salubrious competition among the employees (Mubin 

et al. 2014). 

 

2.4.4 Personal Culture 

Personal culture is the last tier of the multi-level model of culture. Miriam Erez & Gati 

(2004) discussed the structural dimensions of culture with most macro level being the 

global culture, downing to national, organisational and team cultures and finally to personal 

culture. Culture is highly versatile in nature and adopts both top-bottom and bottom- top 

approach where one cultural level make a substantial impression on the other resulting in 

a significant change and brings behavioural change in the participants of various cultures. 

Conversely, individual behavioural changes also escalate through the structural ladder and 
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gradually become mutually accepted behavioural norms that mould the macro level 

cultures eventually. 

Matsumoto (2007) further explicated the personal culture. The behaviour of a person 

is the result of the interface between culturally dependent social roles and individually 

varied role identities. Social roles consist of the expectancies and normative behaviour 

arising from the mental interpretations of the situations. These interpretations are a part of 

culture. Culture also derives from the interaction between a person’s behaviour and 

environmental factors in which the group to which the individual belongs exist. In a way, 

culture is the way an individual learns how to live, react to situations and meet the physical 

and social needs. 

Nall & Aull (2011) elaborated personal culture in context of the contemporary 

globalized world and stated that in modern global world, culture is nothing but “global” 

disparities. With globally expansive technology being used, people from diverse cultural 

backgrounds are coming closer and interacting at multiple levels. Though with this, a lot 

of understanding of various cultures is being fostered in general but still an individual 

makes decisions or behaves majorly on the basis of individual customary beliefs, values 

and goals. This is the most important aspect of the personal culture. 

The research at hand has explored the organizational culture of tele-healthcare industry 

in the previous section. Most of the studies explored discussed about the concept of 

organizational culture, its relevance, importance and concept of personal culture, it evident 

that the study on tele-healthcare industry is absent. The studies presented in the above 

sections either talks about organizations in general or taking only large enterprises into 

purview, making this concerned study a first to fill the gap. Thus, in order to focus on the 

role of organizational culture within SMEs, the present research will be undertaken. 

Different dimensions to organizational culture have been explored in the consecutive 

section.   

 

2.4.5 Dimensions of Organizational Culture 

Over the years, organisational culture has attracted the attention of numerous scholars 

who have developed several integrative frameworks. It is ironical that even with the 

immense research work done in the field of organisational culture, there is no consensus 

established to a general theory. Culture is regarded as a highly intricate phenomenon 
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encompassing underpinning beliefs and presumptions to identifiable structures and 

practices. Due to this characteristic, many scholars are sceptical about whether culture is 

“measurable” in a relative sense (Rai 2011; Pahl-Wostl et al. 2008; Denison 1996; Dauber 

et al. 2012; Fey & Denison 2003). 

Organisational culture has been determined as a critical influential factor in terms of 

organisational performance and acquiring competitive advantages. Thus, it is essential to 

review the prominent established theories. This section focuses on a few major theories of 

organisational culture. 

 

2.4.6 Theories of Organizational Culture 

2.4.6.1 Organisational Culture Inventory 

Traditionally the organizational culture was assessed by qualitative methods, now with 

the help of Organizational Culture Inventory as an instrument the organizational culture 

can be assessed quantitatively. The quantitative approach of assessing the organizational 

culture is useful in both the cross sectional organizational research and data base for the 

cultural change in the organization. Organizational culture inventory is a measurement 

instrument which is designed to use within the organization and also across the organization 

in research and also useful in the promotion of culture change which are guided by various 

programs of organizational development.  

 

Organizational Culture inventory as an Instrument 

“The organizational culture inventory was designed as a part of self-scoring, 

multilevel diagnostic system for individual change and organizational 

development”(Cooke, Rousseau, & Lafferty, 1987, pp 815).  

The organizational Culture Inventory consists of 120 items which are developed to 

produce 12 scales and each of the scale with 10 items. Each of these items explains the 

behaviors which are expected by any organization from its members. The 12 scales of the 

culture patterns are as follows:  

i) A Humanistic Helpful culture- expects its members to be supportive and 

constructive. 

ii) An Affiliative culture –focus more on building the interpersonal relationship 

and the members are expected to become  more friendly and open in nature  
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iii) An Approval culture-    make sure that there are no conflicts and the 

interpersonal relation are pleasant.  

iv) A conventional culture- This culture is more conservative and traditional and 

the peoples in the organization are expected to follow the rule and the regulation 

of the organization.  

v) A Dependent culture- expected to do only what the central decision makers 

have told them to do.  

vi) An Avoidable culture - organization which does not know how to reward the 

success but never forget to punish comes under this kind of culture. There is no 

incentive for initiating new thing among the employee in this kind of 

organization. 

vii) An Oppositional culture –the employees of the members of the organization 

can gain reward by being critical to the ideas to make it safe.  

viii)  A Powerful culture- in organization which has powerful culture, the members 

thinks that they will be rewarded if they take the initiative and being responsible 

to the higher authority.  

ix) A competitive culture-   where outperforming each other in the performance is 

the main motive of the members and if they succeed they will be awarded. 

x) A Competence/ Perfectionistic culture- organizations which have this kind of 

culture, the members should avoid making mistakes and work extra to meet the 

target.  

xi) An Achievement culture- the hard work of the members is recognized and 

awarded. Members also respond by putting up a challenging targets and put full 

effort to achieve them. 

xii) A Self-Actualization culture- focuses more on quality then quantity and 

accomplish the growth of every member in the organization (Cooke & 

Rousseau, 1988) 

 

Owing to the vastness in the types of culture identified by this theory– 12 scales with 

10 items each, the researcher has explored various other theories which explicitly brings 

out the prominence in organizational functioning of the case SMEs of healthcare sector, 

within limited timeframe. 
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 Schein’s 1985 model of organisational culture 

Edger Schein in 1984 perceived organisational culture as the “glue” of an organisation, 

facilitating a distinct entity and forte for the respective organisation. Author approved that 

organisational culture as the set of values, norms, beliefs and behaviour that are mutually 

agreed by most of the people of an organisation and gradually is passed on to the newly 

joined employees. Schein also posit organisational culture as the particular behaviour 

pattern that is observed in a particular organisation for augmenting the performance and 

problem resolution. Schein presents organisational culture to be made of three layers as 

represented below:  

 

 

Figure 2.2: Structural Model of Culture Indicating different levels of Culture 

Source: Edgar Schein, (1984) 

 

Artifacts comprise the first level of culture that encompasses all the noticeable and 

detectable organizational processes and structure. Artifacts like mascots, jingles, punch 

lines and facilities are easy to identify and distinguish but the underpinning significance of 

these elements is not always precisely comprehended (Schroeder 2010; Schein 1984). 

The next level includes espoused values which can be inferred as “norms that provide 

the day-today operating principles by which members of the group guide their behavior” 

(Schein 1984).. 

  The third layer is the basic assumptions. To understand the organizational culture, it 

is imperative to unleash the underlying assumptions. These assumptions are the real basis 

for scrutinizing the organizational behavior as they provide the stakeholders with the 

mental maps of organizational culture that navigate their opinion, emotions and actions 

within the cultural framework (Kong 2003; Schroeder 2010; Schein 1984). 
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Highlighting the drawback of the model, Hatch (1993) is of the view that Schein’s model 

of layers of organizational culture like artifacts, values and basic assumptions does neglect 

the evolution of the culture as symbols and processes, and hence inappropriate for the 

study.  

 

 Hofstede’s culture dimensions 

i) Mean oriented vs Goal oriented 

In mean oriented the work to be done is identified as “how”, whereas in goal oriented 

culture the employees are motivated to achieve some particular target or goals and the work 

to be done is identified in term of “what”. The mean oriented culture involve minimum risk 

and limited amount of effort while in the goal oriented culture require much more efforts 

and also involve risks. 

 

ii) Internally driven versus externally driven 

The employees in internally driven culture are well aware about the requirements of 

the customers and how to treat them. Whereas in case of the externally driven culture the 

one and only focus is on meeting the requirements of the customers, here results are more 

important than the ethics.  

iii) Easy going versus strict work discipline 

The easy going culture shows a loose structure which is lacking in predictability and 

there is little control and the lack of proper discipline. In case of the strict organizational 

culture there is maximum control and proper discipline..  

iv) Local vs professional  

In local organization employees identified with their boss where they work but in case 

of professional organization the identification of the employees are only determined by the 

employee’s profession on which he/she works..  

v) Open versus closed systems 

Organizations which have open culture welcome the new comers immediately and 

they are open to both the outsiders and insiders of the work place. On the other hand in the 

closed organization it will be difficult for the outsiders to adjust and they are not open to 

the other employees of the organization.  

vi) Employees oriented vs work oriented  
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 In a very employee culture the employees of the company feel that the personal issues 

are taken into consideration whereas in the  work oriented culture there is huge pressure to 

achieve the given target and there is no space for the personal issues (Khastar et al. 2011) 

Hofstede’s cultural dimension theory is deemed inappropriate for the study owing to 

its generalized view. The dimensions discussed in this section are more of situationally 

specific cultures and therefore lacks permanency, owing to which the theory will fail to 

bring in the exact organizational culture which impact the non-financial performance of the 

case SMEs. 

 

 Charles Handy 1999 model of organization culture 

There are four types of organizational culture that an organization follows as 

propounded by Charles Handy. These cultures are used by Handy to portray functionality 

of organizations. These are as follows: 

Power/Club Culture: It is manifest in the organizations where power rest in the hands 

of a dominant and chief leader who is often charismatic and all other people often report to 

this centralized person(Thomas 2006). 

 

 

Figure 2.3: Handy’s Classification of Organizational Culture (a. The Club Culture, b. 

The Role Culture, c. The Task Culture, and d. The Person Culture) 

Source: (Thomas 2006) 
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Role Culture: It is culture wherein roles and responsibilities are delegated to the 

employees as per their qualification and specialization so that they can outperform their job 

(Bowyer & Martinell 2004). 

Task Culture: Presently, this culture is in vogue among competitive organizations. 

This culture place emphasis on getting job done and is commonly known as job centered, 

project centered culture and team culture. In this culture proficiency is more valued than 

position and lays emphasis on team efforts thereby being highly elastic and can adapt itself 

to the diverse environment. 

Person Culture: This type of culture is somewhat difficult to handle as it has nominal 

structure. This culture is concerned with individuals who have service and facility such as 

workplace, area, apparatus or support by personal assistant in common(Bowyer & 

Martinell 2004). 

Highlighting the drawback of Handy, Schien advocated the levels of Organization 

culture which Handy failed to explain and hence is deemed inappropriate to base the study 

by the researcher. 

 

 Hatch & Cunliffe (2006) organisational culture model 

The generic model of organizational culture proposed by Hatch and Cunliffe provide 

better-off visions in culture changing aspects in organization. They made a distinction 

between the four areas which are as follows: 

1. Organizational Strategy 

2. Organizational Design 

3. Structure and processes  

4. Organizational Behavior and performance (Dauber et al. 2010) 

 

Figure 2.4: Models of Organizations by Schein (1985) and Hatch & Cunliffe (2006) 

Source: (Fink et al. 2010) 



45 

 

Hatch and Cunliffe model advocates which areas seem to be of extreme prominence 

when organizations are being analyzed. However this model lacks in the sense that it does 

not encompass the information about relatedness of these domains and how they change 

with the passage of time. As a consequence, there is requisite for a supple organization 

theory structure, which outlines areas and procedures of organizations in a comprehensible 

and understandable universal perspective (Organization Orientation Group 2011). Owing 

to this lack in relatedness in domains, the model of Hatch and Cunliffe is deemed 

inappropriate by the researcher. 

 

 Denison Theory 

 Impact of organizational culture on organizational performance was assessed by 

Denison using both quantitative and qualitative methods. About 30 individuals from two 

diverse organizations were interviewed for the purpose. A hypothesis was developed 

connecting cultural features to organizational functioning. The suppositions are as follows: 

 Involvement Hypothesis: One of the aspects of culture is organizational 

involvement and it will be certainly linked to the performance. According to the 

researcher, high level of involvement, and participation in organizational function 

gives a sense of ownership and responsibility. With ownership, comes commitment 

and increases employee’s capacity to work under greater autonomy. This in turn 

improves the decision making process increasing the quality of decisions. Thus 

application of these principles result in organizational culture known as “clan” 

 Consistency Hypothesis: Consistency and degree of shared standards is also an 

essential feature of culture and it will be definitely linked with the performance. 

The hypotheses emphasizes on the importance of strong culture in ensuring 

effectiveness of the organization. It also emphasizes on the importance of internal 

controls i.e. system which includes, beliefs, values, symbols such that members are 

able to achieve consensus in order to achieve coordinated actions.  

 Adaptability Hypothesis: Capability to react to the exterior environment by making 

alterations internally is also the aspect of the culture and it will be clearly related to 

the performance. This hypothesis holds the belief that organizations hold a set of 

beliefs and norms in order to interpret and translate signals received from external 

environment. However, in case of new situations, organizations needs to hold the 
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capacity to unlearn the old code and create a new one with the adaptation process. 

Thus, adaptability within the organization is dependent on three aspects, i.e. 1) 

ability to respond to external stimuli, 2) ability to respond to internal customers 

(employees) and 3) react to both internal and external stimuli and restructure and 

tr-institutionalize set of behaviors in order to adapt to the organizational change.  

 Mission Hypothesis: Mission of the organization is also an imperative aspect as it 

will certainly linked to the performance. Importance of mission is that it ensure 

shared vision and direction for the members of organization such that it provides 

meaning and purpose to the organization, and also clearly defines the goals and 

directions (Brown, 2007). Success is more likely to be achieved with clear direction 

and strong sense of mission.  

The model proposed by Denison is built on about twenty years of investigation 

associating culture to performance measures such as productivity, progress, eminence, 

invention, and client and worker satisfaction. This model basically answers four key 

questions about the organization which are pertaining to the mission, adaptability, 

involvement and consistency. It states about the awareness of the organization about where 

they are going and regarding to their responsiveness to the market they are serving to. It 

also answers about the queries about the capability, engagement and alignment of the 

employees about the values and process required to execute their plans (Denison Publishing 

2009). 

Mission, adaptability, consistency and basically are the traits which are further 

configured into three indexes. These indexes define precise conducts in corporate dialect 

to make the outcomes pertinent as well actionable in the organization(Denison 2011). 

 

There has been much debate for the suitable and appropriate model of organization 

culture. Different authors and researches have given different measurements and 

dimensions for organizational culture (Detert et. al., 2000).  Detert el al recommends eight 

common dimensions for the organizational culture, namely, the basis of truth and 

rationality in the organization, the nature of time and time horizon, motivation, stability 

versus change/innovation, orientation to work/coworkers, isolation versus collaboration, 

control versus autonomy and internal versus external. Other models of organizational 

culture includes the Organizational culture survey (includes 6 items), the organizational 



47 

 

cultured inventory (Cooke and Rousseau, 1988), the multidimensional model of 

organizational cultures (Hofstede et al 1990) etc. 

Among the existing models of organizational culture the CVF model has advantages 

over other models. First it has only few dimensions but the implication is very broad. The 

two dimensions of this model incorporate essence of all the eight dimension discussed in 

previous sections above.  

Secondly, the CVF model of organizational culture is empirically valid in the cross –

culture research and also this is the only model which has been extensively used in China. 

Finally the CVF model is most succinct, which includes only 24 items in the questionnaire 

which are very convenient for real world practices (Yu & Wu 2009).  A comprehensive 

table of all the theories on organizational culture discussed and presented in appendix 1.1 

After exploring the various dimensions of organizational culture through the various 

renowned theories of organizational culture discussed in this section, it is consequential 

that the methodology or the framework suitable for the measurement of organizational 

culture should be explored in depth. For the study under consideration, the Competing 

Value Framework is being used which has been critically reviewed in the upcoming 

section. 

 

 CVF theory 

An organizational culture framework was developed Cameron and Quinn which has 

its foundation upon the theoretical model known as Competing Values Framework. This 

agenda denotes if an organization is focusing internally and externally predominantly or 

not. It also states whether an organization is attempting for suppleness and independence 

or constancy and regulation. Apart from this an Organizational Culture Evaluation Device 

was developed for identifying the profile of the culture prevailing in the organization. This 

profile is based on the basic values, suppositions, elucidations, and methodologies that 

portray organizations (Berrio 2003). 

This framework helps leaders in intense understanding and aids them to perform 

efficiently in creation of values. It also helps leaders in developing potentials at the time of 

tension in organization. In the history of business, this framework is of utmost importance 

and has been studies and tested by various scholars from prominent schools and 

organizations (Cameron 2006). This framework focuses the integral tensions and 



48 

 

incongruities faced by the organization as they sail across intricate and ever changing 

environment (Walsh 2009). 

This model is associated with the organizational effectiveness. Quinn and Rohrbaugh 

(1983)  stated in Sirotiak (2008) that one dimension is linked to an organization’s innermost 

effectiveness and another to the exterior concentration of the organization. This tool is 

being enjoyed in numerous organizational perspectives. It is capable of assessing 

administration, regulation, headship roles and philosophy and scrutinizes organizational 

performance, procedures and observes gap.  

CVF is a notion that permits the imagining of multiple management theories such as 

internal process, open systems, rational goal and human relations. When four quadrants are 

formed on two axes, these models fit into each individual quadrant.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2.5: The Competing Values Framework (Quinn & RohrBaugh, 1981) 

Source: (Sirotiak 2008)  
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As can be seen in figure 2.6, flexibility appears at the top and control occupies the 

bottom position. The right hand side position is occupied by external and left side is 

occupied by internal, human resource model stresses on inner suppleness, unity, self-

confidence and personnel development and fits in the upper left quadrant of CVF model.  

Open system model fits in the upper right hand quadrant and features the importance 

of exterior suppleness, willingness, progress and acquisition of resources. The internal 

process model fits in the lower left quadrant of the CVF model and stress on inner control, 

constancy, data management and interaction.  

Conclusively the rational goal model fits in the lower right quadrant and emphasizes 

the significance of exterior control, development, setting of goals, output and efficacy. The 

importance of these four quadrants lies in the fact that they signify how over period of time 

these organizational standards have become linked with diverse forms of organization 

(Pierce 2010). 

The cultural view of CVF gives up four types of orientations of culture namely a group 

culture, a developmental/Adhocracy culture, a rational culture and hierarchical culture. The 

upper left quadrant of the model exhibits the clan culture which comes under the human 

relation model. It is characterized by suppleness and inner focus. The leaders of this culture 

are often participative, thoughtful and helpful and inspire communication through 

collaboration.  

The upper right quadrant exhibits the adhocracy culture under open system model. 

This culture is characterized by flexibility and focus towards external environment. The 

leaders of such culture concentrate on discernibility, lawfulness, external sustenance. The 

lower left quadrant exhibits hierarchy culture and comes under Internal Process model.  

This culture is characterized by inner efficacy, consistency, synchronization and 

assessment. The leader of this culture are traditional and vigilant (Butch 2008). 
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Figure 2.6: Organizational Culture Types in the CVF 

Source: (Butch 2008) 

 

The lower right quadrant displays the market culture under the rational Goal model. It 

is categorized by focus on external environment and maintaining stability. The leaders of 

such culture have orientation towards goal and are active and practical (Butch 2008). The 

clan culture is about sharing values and common goals and emphasizes on the importance 

of employee engagement and empowerment within the organization.  

Clan culture according to Wilkins and Ouchi (2006, p. 28) can be developed within 

organizations with long history, stable membership, and strong interactions among 

employees. Adhocracy on the other hand is a temporary institution which ends with the end 

of organizational tasks and thus can be seen in filming, consulting, development industries. 

Market culture is more concerned with external environment wherein the organization is 

concerned with tapping  market competition to generate profit. Finally, the 

hierarchical culture is concerned with standardized rules, strict controls and well defined 

responsibilities such the constant environment within maintain within the organization.  
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There has been an extensive research done to determine the relationship between CVF 

and its impact on organizational performance. Lund, (2003), in their research have pointed 

at the relationship between organizational culture and key organizational variables which 

ultimately impact the organizational performance like employee satisfaction.  

The findings of the research indicated that employee satisfaction is positively related 

with clan and adhocracy cultures and negatively linked with market and hierarchy culture. 

Prajogo & McDermott (2011) explored the relationship between the four cultural 

dimensions proposed by the CVF and its impact on performance dimensions: quality and 

innovation pertaining to product and process.  

These dimensions are essential for an organization’s survival. However, it is worth 

noticing that an enterprise has several strategic options for competitive performance. Thus, 

it becomes imperative for managers to strike a perfect fit of organizational culture and 

subsequent performance. There is ample of literature supporting the role of organizational 

culture on quality and innovation.  

The authors used CVF as a tool to establish a relationship between culture and quality 

and innovation. CVF portrays four contrasting cultural dimensions: control axis with two 

contrasting orientations flexibility (spontaneity and development) and control (stability and 

continuity); internal-external axis that focuses on maintenance and improvement of the 

prevalent organization and otherwise on adaptation and interaction with the external 

environment.  

Although a lot of studies have been conducted to discuss the role of culture towards 

organizational effectiveness, review of studies conducted in the past reflects that clan 

culture is the most consistent culture reflecting on organizational effectiveness. Clan 

culture (Hartnell et al 2011; Dyer and Reeves, 1995; Gregory et al 2009; Have et al, 2003; 

Lund, 2003; Schgens, Bausch & Balkin, 2013) has been found to contribute towards quality 

and product and service innovation, when compared to market, hierarchical and adhocratic 

culture. 

These two axis and four quadrants result in four diverse culture types: group, 

developmental, hierarchical and rational as shown in the diagram below: 
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Figure 2.7:  Adapted CVF model of Organizational Culture 

Source: (Prajogo & McDermott 2011) 

 

These contrasting values of control versus flexibility and external and internal 

orientation makes it the most appropriate organizational culture model for the study as it 

leaves no stone unturned while analyzing the role of culture in promoting organizational 

performance (Prajogo & McDermott 2011). Suitability of the model is further explained in 

the next section. 

 

 Suitability of Competing Values Framework (CVF) Model 

It is evident from the studies explored that organizational culture is extremely 

important for the sustainability and longevity of organizations, especially, SMEs (Hatch & 

Schultz 1997). However, with several theories and models of organizational culture 

discussed in the preceding section, it becomes essential to identify one comprehensive 

model that can work as the foundation for the study at hand and the basis for seeking 

solution for the problem at hand.  

The Competing Values Framework proposed by Quinn and Rohrbaugh is appropriate 

for studying organizational culture amongst SMEs because it enables a significant structure 

for the several aspects of organizational culture and leadership styles. The model explicates 

value systems based on two key dimensions: pairs of contrary values (flexibility versus 
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control and internal versus external orientation). The analysis on the basis of this model 

can elucidate similarity of various cultures with the organizational goals of innovation. 

Control theory explains the inter-relationship of organizational culture and innovation 

while culture focuses on the ideational aspects of the organizational values (Büschgens et 

al. 2013).  

Over the years, the inter-connection between organizational culture and innovation 

has been widely explored but the arrays of cultural variables that have been analyzed have 

resulted in a formation of a disintegration set of literature positing culture for innovation. 

There is ample of scope for building a comprehensive and all-encompassing management 

theory. This will help the management practitioners to identify which culture type will 

befittingly promote innovation in their organization and how it can be instrumented 

(Büschgens et al. 2013). 

 

Martin & Staines (1994) attempted to identify the reason for the high failure rate of 

the small and medium sized enterprises in UK and found that though there is insufficient 

trustworthy evidence about which factors are responsible for the success or failure of the 

firms. However, the key finding was the organizational culture was the chief underpinning 

phenomenon that influences the managerial competencies.  

The importance of organizational culture in small and medium enterprises was further 

explored by Wooldridge & Minsky (2002) who asserts that synchronization of the various 

business functions is imperative for constructing a sustainable competitive advantage. 

Authors affirm that it is organizational climate and socialization process that promotes such 

synchronization and thus, impacting the firm’s performance. The managers of SMEs can 

amalgamate the organizational culture, market orientation, climate, socialization processes 

with the help of the CVF model and gradually impact the market standing of the 

organization.  

In the same year, Zaheer et al. (2006) explored a sample of 162 SMEs in two Pakistani 

cities, Rawalpindi and  Islamabad to find the inter-relationship between organizational 

culture and organizational performance using the organizational culture assessment 

instrument and the CVF theory. The authors inferred that SMEs cannot be considered to be 

high performing entities if they intensely accentuate only one culture type. On the other 
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hand, the high performing SMEs are focused to develop their employees (Clan) along with 

ensuring a commanded output and performance from them (Market).  

Thus, SMEs with flexible culture register better performance. Further, the study 

reaffirmed the need of adaptive organizational culture for a firm to be able to confront 

environmental factors and progress in the aggressive competitive market. Thus, the 

managers and leaders of SMEs which follow a resilient market culture have to face 

struggles in endurance in situations that require adaptability, creativity, innovation and 

entrepreneurial skills. 

Similar views were presented by Duréndez & Garcia (2008) who maintain that culture 

is the primary distinguishing factor for genuinely high-performing organizations from the 

lot. There are two elements that companies in today’s world are persistently looking for are 

to acquire sustainable competitive advantage and to enhance innovation to excel growth 

and performance. With an experimental study of 89 “young” SMEs, the study, based on 

the CVF model, established that usually the newly set-up SMEs have clan as their prevalent 

culture while adhocracy culture is least applicable.  

Innovative culture is a combination of clan and adhocracy culture, which along with 

the implementation of management control systems can have a constructive impact on the 

firm’s performance. On the other hand, a hierarchical culture has a negative impact on the 

internal process model of organizational performance. This is built on the notion that 

management control systems are critical for decision making and organizational culture 

has a major influence on MCS which can be developed into a sustainable competitive 

advantage.  

Although most of the studies discussed in this section focus on innovation as the 

measure of performance in order to gain competitive advantage necessary for sustainability 

and longevity of the organization, there are a few studies that emphasize the impact of 

organizational culture on leadership behaviors and employee attitudes amongst SMEs. One 

such study was conducted by Liu (2013) amongst the Chinese SMEs. Based on the sample 

of 515 employees of 23 SMEs in the city of Chengdu and maintained that in contemporary 

scenario, it is ardent to develop a multicultural environment in an SME to accomplish pre-

determined organizational intentions.  

Though multiple cultural styles can co-occur in an establishment, stressing upon any 

culture type can result in dysfunctional culture which may return into a weakness. It is 
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obvious that organizational culture influences leadership behavior which in turn influences 

employee attitude. It was found that transformational leadership is the most effectual 

leadership behavior while transactional is rejected by most of the employees. In the same 

year, Liu (2013) used the CVF framework to understand the dominant paternalistic 

leadership in Chinese SMEs and found all four cultures, group, developmental, hierarchical 

and rational have a constructive relationship with benevolent leadership. Thus, SMEs need 

to foster a multi-cultural environment. 

This section explored several studies that have used the Competing Values Framework 

to analyze organizational culture amongst the SMEs in various countries. Some discussed 

national culture while others discussed leadership traits and employee behavior and their 

inter-relationship with organizational culture. On the performance front, most studies 

concluded that supportive organizational culture fosters innovation and creativity which 

leads to better organizational performance both monetary and non-monetary. However, the 

CVF model hasn’t been used ever for SMEs in the tele-health sector especially in the UK. 

The study attempts to make up for this research gap and apply the CVF model to evaluate 

the organizational culture of these tele-health care SMEs as an indicator of the changes in 

the overall organizational performance through organizational culture.  
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2.4.7 Research Question 1: What are the characteristics of SMEs’ organizational 

culture in the Tele-Healthcare industry in UK? 

The research question of the study contributes significantly to the existing data as it is 

the first time that CVF model is being tested in the context of the tele-Healthcare industry 

in UK. Further, it is the first time the characteristics of organizational culture of the tele-

healthcare industry of UK are being measured. The study also intends to make up for the 

mixed and inconclusive conclusions of empirical findings from the previous studies and 

also contribute significantly to the inadequately researched field. 

In the previous section, extensive review of literature has been done about 

organizational culture and highlighted its role in influencing the organizations and its 

employees to achieve better performance through innovation and creativity. SMEs need to 

develop a multi-cultural environment in order to focus on customers, employees, 

organizational growth and overall productivity collectively. Only this way, SMEs can 

survive in this cut-throat competitive business scenario. When organizational culture is 

right, the firm can escalate to greater height while on the other hand, if the culture is 

negative and non-supportive of innovation, then the firms can witness considerable failure. 

However, Ng & Kee (2013) is of the view that organizational culture obscures change 

management in an intensely competitive market scenario. Thus, firms need to foster an 

appropriate and constructive organizational culture that promotes growth but downsides of 

the same needs to be equally considered.  

European SMEs have been studied by a lot of research scholars and has been discussed 

in the initial parts of the study. However, the organizational culture of SMEs based on CVF 

has not been explored much. Brooksbank (2007) found that in many UK SMEs, internal 

values (clan and hierarchy culture) are highly stressed upon as majority of these firms 

operate in the comparatively restricted local market. However, it is observed that firms with 

external culture tend to outdo internal culture with respect to customer orientation and 

innovation. Thus, venturing into the international business arena will be difficult for these 

European SMEs. Likewise, Duréndez & Garcia (2008) expressed the importance of 

organizational culture as the key for survival of young Spanish SMEs.  

These firms exhibit strong clan culture that promotes team work, accord and 

participation while adhocratic culture which is more innovative is avoided. An innovative 

culture can be developed through merger of clan and adhocratic culture while a hierarchical 
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culture exerts a negative impact on the internal process model of performance. Kaufmann 

et al. (2012) deduced that SMEs across the whole of Europe tend to exhibit more or less 

similar organizational culture in terms of empowerment, infrastructure, rewards and 

recognitions, training and teamwork etc.  

Even there is no significant difference in companies acknowledging their employees 

as creative or skilled. Organizational culture is considered indispensable for innovation by 

and large by all firms across the continent.  

Coming to the focus sector of the study, tele-healthcare, not much of research work 

has been conducted in regards to organizational culture and its impact on the performance 

as it’s still in incandescent stage with more focus on development of products and services 

rather than implicit aspects of organizational functioning. 

Karopka et al. (2012) posits that tele-medicine is the sector that is trying all sorts of 

innovation: product, process and organizational. Thus, it warrants a supportive 

organizational culture that can promote and adapt change management at all the levels for 

a successful and sustainable growth. Organizational culture needs to cater the needs of all 

stakeholders. Following is the table of the various studies that helped in formulating this 

hypothesis and its sub-hypotheses: 

Following is the table of the various studies that helped in formulating this hypothesis 

and its sub-hypotheses: 

 

 

Authors 

 

 

Year 

 

 

Sample Size 

 

 

Impact as per the Hypotheses 

 

Brooksbank, R. 2007 225 SMEs 

 

In many UK SMEs, internal values 

(clan and hierarchy culture) are highly 

stressed upon as majority of these firms 

operate in the comparatively restricted 

local market. However, it is observed 

that firms with external culture tend to 

outdo internal culture with respect to 

customer orientation and innovation. 

Thus, venturing into the international 

business arena will be difficult for these 

European SMEs 
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Domingo García-

Pérez-de-Lema 

Antonio Duréndez 

2008 

89 Young 

Spanish 

SMEs 

These firms exhibit strong clan culture 

that promotes team work, accord and 

participation while adhocratic culture 

which is more innovative is avoided. 

An innovative culture can be developed 

through merger of clan and adhocratic 

culture while a hierarchical culture 

exerts a negative impact on the internal 

process model of performance 

 

Kaufmann, H. 

Tsangar,H. 

Vrontis, D. 

2012 

204 SMEs 

from across 

Europe 

SMEs across the whole of Europe tend 

to exhibit more or less similar 

organizational culture in terms of 

empowerment, infrastructure, rewards 

and recognitions, training and 

teamwork etc. Even there is no 

significant difference in companies 

acknowledging their employees as 

creative or skilled. Organizational 

culture is considered indispensable for 

innovation by and large by all firms 

across the continent. 

Karopka, T. 

Frank, P. 

Blank, W. 

2012 
Generalist 

Paper 

The tele-medicine is the sector that is 

trying all sorts of innovation: product, 

process and organizational. Thus, it 

warrants a supportive organizational 

culture that can promote and adapt 

change management at all the levels for 

a successful and sustainable growth. 

Organizational culture needs to cater 

the needs of all stakeholders. 

Table 2.4: Empirical Studies of the Organizational Culture in SMEs 

Source: Scholar 

 

Thus, it becomes essential to understand what kind of organizational culture prevails 

in the tele-healthcare SMEs in UK. For this, the Hypothesis 1 is formulated. It aims in 

identifying the culture from the four types of culture explicated in the CVF framework: 

 

H1a: Clan culture is the SMEs’ dominant organizational culture in the Tele-

Healthcare industry in UK? 

The clan culture views an organization as a one big family. Such firms lay immense 

focus on teamwork, employee involvement, empowerment, unity, employee participation 
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and organizational commitment towards the employees and work is usually carried out by 

self-managed work teams. Here the organizational is built on the foundation of 

commitment, loyalty and practices and customers. Here, the leaders of the firms are 

perceived as mentors or regarded equal to parents by the employees.  

The leaders are responsible for promoting employee empowerment and gaining their 

loyalty and commitment (Lincoln 2010; Cameron & Quinn 1999). The underpinning 

postulations for this type of culture are that the organizational environment can be most 

suitably managed by teams and employee development; customers need to be regarded as 

partners; one of the important roles of firms is to establish a humanitarian work 

environment; and managers’ key role is to empower employees and encourage them to 

participate, be loyal and committed (Cameron & Quinn 2011; Cameron et al. 2006). 

 

H1b: Adhocracy culture is the SMEs’ dominant organizational culture in the Tele-

Healthcare industry in UK?  

This culture is highly dynamic, entrepreneurial and creative in nature and usually 

adopted by organization existing in an unstable, indefinite and raging industrial scenario. 

The values associated with this culture are innovation, malleability, flexibility, risk taking, 

experimentation and creativity. Leaders of such organizations are anticipated to be 

visionary, out-of-the box thinkers and risk takers (Lincoln 2010; Cameron & Quinn 1999). 

Such firms are the modern firms who strongly believe that it is innovation and being 

pioneers can result in success; adopting a proactive approach leads to development of new 

product and service offerings is about securing the future; and managers’ core 

responsibility is to imbibe creativity, entrepreneurship and revolutionary thinking across 

the organization (Cameron & Quinn 2011; Cameron et al. 2006). 

 

H1c: Hierarchy culture is the SMEs’ dominant organizational culture in the Tele-

Healthcare industry in UK? 

This is the traditional culture type where an organization follows a bureaucracy which 

is formal and well-structured. Such culture seeds values like efficiency, dependability, 

certainty and regularization. The leaders of organizations with the hierarchy culture 

maintain that the business operations can be done swiftly and efficiently when stern 

obedience to the several rules and regulations, policies and procedures is maintained. The 
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employees do not have much of authority and autonomy. Leadership is more of 

organization and coordination responsibilities and minimizing costs (Lincoln 2010; 

Cameron & Quinn 1999). This culture was adopted in the past where the business 

environment was more stable and products and services offered were more or less coherent. 

Due to the wide spread stability, managers were able to have better integration and 

coordination of functions and processes. Clear direction of command and decision making 

was done and standardized rules and procedures were adopted. The focus of this culture 

was a smooth running organization and organizations aim at stability, dependability and 

effectuality (Cameron et al., 2006; Cameron & Quinn, 2011). 

 

H1d: Market culture is the SMEs’ dominant organizational culture in the Tele-

Healthcare industry in UK? 

This culture is observed in firms that are aggressively competitive and highly goal 

oriented. The emphasis is on productivity, profitability, market acquisition and venturing 

into new markets successfully. Leaders of such firms are highly motivated, tough, and 

demanding (Lincoln 2010; Cameron & Quinn 1999). This culture is more oriented towards 

the external environment in place of the internal orientation. The emphasis is on 

transactions with external parties like suppliers, customers, contractors, licensees, unions 

and regulators. Under this culture the firm operates mainly by way of economic market 

mechanisms especially monetary exchange. Managers are more focused on profitability, 

bottom-line outcomes, standing in the niche markets and loyal customer bases. The 

orientation of the organization is based on competitiveness and productivity (Cameron & 

Quinn 2011; Cameron et al. 2006). 
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2.5 Organizational Culture and Firm’s Performance 

            Financial (Objective) Organizational Performance Measurement 

The primary objective of each and every firm is to attain the desired level of 

profitability and sustainable financial performance. Though the study focuses on non-

financial performance factors, it is important to understand the impact of organisational 

culture on financial performance as well. 

For accomplishing the financial objectives, several measures have been adopted by 

firms across the globe. Strategies like restricting, mergers and acquisitions, benchmarking, 

business process reengineering, adoption of total quality management initiatives, employee 

training and development are a few measures adopted by firms to get desired financial 

performance. However, even after adopting extensive measures, many a times firms are 

unable to achieve the projected outcomes and even the performance levels is not escalated 

considerably.  

Many authors have linked financial performance and its success to the particular 

organizational culture that prevails in the respective organizations. Scholars over the time 

have posited that no modification or transformation can foster a sustainable growth oriented 

performance unless and until the culture of the organisation and the employees are willing 

to bring in the change and relate with it. Culture is the key differentiating factor for the 

high-performing firms (Zakari et al. 2013; Davidson et al. 2007). Organisational culture 

has gained a lot of importance and considered as an asset that ensures survival even during 

the economic recession. Though technology advancements are viewed as the key 

differentiating factor, organisational culture has a more crucial role to play in capturing 

market share. Merely technology is not enough, it needs to be backed with supportive 

organisational culture as well (Musante 2001). Kotter and Heskett (1992) cited in (Musante 

2001) assert that culture is one of the key factors to evaluate organisational success or 

failure of an enterprise as cultures have the potential to make or mar the long-term financial 

strength of an organisation. 

The Denison model of organisational effectiveness was also adopted by Karim (2010) 

to study the impact of corporate culture on the financial performance of  Jordan’s telecom 

company Zain. The Denison model was preferred for its ability to present the relationship 

with utmost clarity. It also helps in understanding the levels of organisational effectiveness. 

A survey was conducted amongst 50 employees to gather information on the various 
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dimensions of organisational culture. The data analysis showed that corporate culture has 

a constructive impact on the financial results of the firm and also other effectiveness 

indices. Zain Telecom has overtaken the market leadership from its key counterpart, Jordan 

Telecom in terms of all the financial dimensions: product development, market share, 

profitability ratio, liquidity and investment ratio. Thus, it was established that there is a 

positive association between organisational culture and organisational effectiveness that 

can be measured in financial terms as well. 

In the same year, Jing et al. (2011) applied the Litwin and Stringer’s (1968) 

organisational climate questionnaire (OCQ) to explore the relationship  between 

organisational climate and performance amongst the small businesses. The study was 

interesting as the climate exerts a different influence on performance in smaller firms as 

compared with larger firms.  

This is primarily because, SMEs have a more austere and cohesive social system, with 

lesser number of people and lesser hierarchical levels. The empirical study was conducted 

amongst 100 retail pharmacies in the city of Sydney, Australia where both employees and 

customers of each pharmacy were interviewed. To evaluate the performance, both financial 

and non-financial indicators were used. Financial indicators used were net profits, sales 

turnover and controllable costs.  

The non-financial measures were staff turnover; employee satisfaction and customer 

satisfaction. The study shows a positive relationship between organisational climate and all 

performance measures of the SMEs. The results show that organisational climate has a 

positive impact on organisational performance. The results were consistent with findings 

from previous studies that revealed a link between climate and performance in large 

enterprises. 

Likewise, Jacobs et al. (2013) adopted the CVF model to assess the inter-relationship 

between senior management team culture and performance in English acute hospitals (NHS 

Trusts). The influence of organizational culture on hospital performance was evaluated 

through using probity and multinomial logit models. The performance measures used for 

the study are size of hospital, teaching, specialist and Foundation Trust (FT) which led to 

the star rating by using national longitudinal study.  

The sample consisted of nearly 140 NHS hospitals. The study highlights the testimony 

for relationship between culture and performance cross-sectional and few of these 
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relationships endure with time. It was also found that over the time, there was variation in 

the organizational culture and this evolution can be accredited to constant and expectable 

several organizational characteristics and customary measures of performance. Also, it was 

observed that hospitals are progressing towards more competitive culture archetypes that 

reflect the prevalent policies along with a more robust amalgamation of cultures. 

Most of the research scholars acknowledged and confirmed that organizational culture 

does impact the financial performance of the organization. 

 

        Non-Financial (perceived) organizational performance measurement   

Organisational culture is the invisible force that drives any organisation.  It infiltrates 

through every aspect of the organisation and smears an overpowering and extreme 

influence on the organisational success or let downs. If organisational culture is left 

unattended or is ineffectively managed or an inappropriate culture is being nurtured 

purposely, the organisation heads towards a sure catastrophe.  

The world is full of real life examples where companies have presented examples of 

excelling through mastering the art of managing the organisational culture while others 

have succumbed to poor culture. Corporate culture has an explicit or implicit influence on 

each dimension and element of business.  

Organisational culture can be righteously employed to emerge as a competitive 

advantage and also enhance the bottom line. Through supportive organisational culture, a 

firm can reap magnificent outcomes (Ranganayakulu 2005). At the most elementary level, 

culture is presumed to have an impact on the organisational performance. This proposition 

is based on certain notions.  

Firstly, culture facilitates accomplishment of business goals and objectives. This 

implies that firms with strong cultures stand more chances of accomplishing their goals as 

compared with their weak counterparts. These strong culture based firms enjoy higher 

success which is measurable in terms of market value or other financial indicators as 

explored in the preceding sections.  

However, the underpinning postulation is that strong cultures promote better 

performance because they generate an impeccable amount of employee motivation 

(Flamholtz & Randle 2011). This presumption was earlier explored by Ahmad & Darzi 

(2008) who viewed organisational culture as a interceding variable. The employees of the 
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organisation build perception of the organisation individually based on factors like focus 

on team work, collaborative nature of the peer groups, degree of risk tolerance and 

management’s ability to stand conflict. All this is an integral aspect of corporate culture.  

It the favourable and unfavourable perceptions that influence employee performance 

and satisfaction as depicted in the following diagrammatic representation: 

 

 

 

 

 

 

 

 

 

 

Figure 2.8: How organizational culture impacts Performance and Satisfaction 

Source: Ahmad & Darzi, (2008) 

 

In the previous section, the financial implications of the impact of organisational 

culture on various aspects like innovation, entrepreneurship and organisational 

effectiveness were explored. Now it is logical to explore the implicit effects of 

organisational culture on the organisational performance. This section presents an account 

of several empirical studies reviewed with this purpose. 

The implied relevance of organisational culture has been explored time and again. 

Hatch & Schultz (1997) explored the association between organisational culture, identity 

and image. The authors assert it is important of the modern organisations to build their 

corporate identity as a linkage between the external position of the firm in various 

environments and internal interpretations deduced within the corporate culture. This shows 

that there should a synchronization of the image portrayed to the world and the perceived 

image of the firm by the internal stakeholders. Corporate identity and image is a highly 

valuable asset and be acknowledged as a non-monetary organizational performance 

measure. 

Objective Factors 

1. Member Identity 

2. Group Emphasis 

3. People Focus 

4. Unit Integration 

5. Control 

6. Risk Tolerance  

7. Reward Criteria 

8. Conflict Tolerance  

9. Means End Orientation 

10. Open System Focus 

Organizational 

Culture 

Hi 

 

 

 

 

 

 

Lo 

Performance 

Satisfaction 

Perceives as  

Strength  



65 

 

 Allen (2001) explored the worldwide employee perceptions linked with the degree to 

which their employer company is family-supportive. This is also an element of 

organisational culture and thus, can be seen as the impact of organisational culture on 

employee perception. The perception of family support is directly connected to the number 

of such initiatives promoted by the organisation, benefit and usage, and perceived similar 

support from seniors. This perception has an obvious impact on work-life balance, 

conflicts, job satisfaction, work commitment and turnover intentions. This perception is 

important as it significantly helps in shaping the employees’ overall perception about the 

organisation.  

Employee perception was also analysed by Sempane et al. (2002) in context of job 

satisfaction and organizational culture of a service organization, a government welfare 

organization with a sample of 160 employees. Organizations are highly intricate structures 

and employees are perhaps, the most dynamic assets of the organisation. It is only through 

the intensity of employee commitment and involvement that an organization can achieve 

competitive job satisfaction. Through the empirical study it was observed that there was a 

discrete relationship between organizational culture and job satisfaction. In fact, both exert 

considerable influence on each other.  

Job satisfaction has a positive impact on employee perception about organizational 

culture. It was noticed that employees exhibited judicious level of satisfaction with facets 

like customer orientation, organizational integration, performance inclination and reward 

tendency. On the other hand, factors like conflict resolution, temperament towards change, 

locus of authority, management style etc. are comprehended more pessimistically. It is 

worth noticing that these factors are largely linked with management and leadership styles. 

Likewise, job satisfaction  and organisational commitment were investigated as a 

function of  organisational culture and  leadership style by Lok & Crawford (2004) through 

an empirical study amongst the managers of Hong Kong and Australia. Though due to 

diverse national cultures, there was a considerable difference between the two samples, it 

was collectively concluded that innovative and accommodating cultures and a 

compassionate leadership style exert positive impact on both job satisfaction and employee 

commitment. This was higher amongst the Australian managers. However, initiating 

structure kind of leadership style adversely influences the job satisfaction for all the 

managers. Further, national culture was identified as temperate the impact of managers’ 
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age on satisfaction of the Hong Kong managers. Thus, it shows that national culture 

temperate the influence of age on satisfaction. This was observed more amongst Hong 

Kong managers. 

In the same year, Deshpandé & Farley (2004) conducted an exploratory study stressing 

upon the influence that organizational culture, market orientation and innovativeness 

applies on the organizational performance in business-to-business markets and developed 

an extended model of competing values framework which was first tested in Japan. Many 

countries were studied and the national cultures influenced the variables of the study 

(organisational culture, hierarchy, adhocracy, market, innovativeness, organizational 

climate, market orientation and performance) considerably.  

It was deduced that open organisational cultures (market and adhocracy), robust 

market orientation and innovativeness has constructive impact on performance. Thus, 

market orientation and innovativeness can be viewed the implicit measurable indicators of 

organizational culture. 

Another non-monetary impact that can be adjudged through the influence of 

organisational is change management which was explored by Jones et al. (2005b) was 

change management. It was posit that employee perception in a culture that lays a lot of 

emphasis on strong human relations and has open systems fosters higher willingness to 

accept change. Likewise, reshaping capabilities can ensure the effective implementation of 

change through its impact on employee perception for change.  

From a sample of 67 employees of a state government department, it was found that 

employees who harboured strong emotional and relational values in their division exhibited 

higher levels of readiness for change prior to implementation. This pre-implementation 

readiness for change smears a constructive influence on employee satisfaction related to 

the change being implemented.  Thus, employee satisfaction can be regarded as one of the 

essential indicators which can be measured in non-monetary aspect. 

This was further evident from the study conducted by Lau & Ngo (2004)  through a 

survey study of 332 firms in Hong Kong to testify the crucial role of organizational culture 

in the linkage between the HR system and innovative product and service offerings. The 

study fills the gap in literature by pinpointing that a developmental culture is the lacking 

nexus between HR system and innovative consequences.  
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This warrants HR practices that are focused on all-embracing training, performance 

based incentive and reward mechanism and team development are the integral aspects of 

the organizational culture of the firm that is keen on innovation. The study serves as a 

testimony for the need of innovative climate during the innovation process and the role of 

organizational culture as a facilitator for the same. Thus, innovation is also an implied 

measure of organizational culture performance measurement. 

More recently, Wilderom et al. (2012) examined the conjoined impact of charismatic 

leadership and organizational culture over the performance of a large Dutch bank. The 

survey was done amongst 1214 employees from 46 branches. It was noticed that 

charismatic leadership did led to better financial results while culture did not. However, 

culture and leadership are majorly interconnected. 

Another author who explored innovation and organisational culture in the banking 

sector was Uzkurt et al. (2013) who conducted a survey study amongst 154 branches of 

major Turkish banks and evaluated the inter-connection between organizational culture, 

performance and innovation. Culture has been observed to have a constructive influence of 

innovativeness of the bank which in turn as an immediate effect on performance aspects 

and culture. Innovation is here seen as the chief driver of performance as it promotes 

competitive edge over the counterparts and services need innovation too. 

The studies discussed so far did not explore the inter-relationship between 

organizational culture and management style. This was done by Salau et al. (2014) who 

conducted an empirical study amongst 97 respondents of Abeokuta Metropolis, Ogun State, 

South-West Nigeria with the intention of inhibitions and management styles of promoting 

organizational values, norms and beliefs amongst the employees and encourage augmented 

performance. The findings indicate that management style has a direct impact on the 

employee performance as it encompasses equipment handling, employee behaviour at work 

place and values, beliefs and notions.  

Thus employees’ attitudinal behaviour and management style share a concrete inter-

connection. Also, culture encourages cooperation and compatibility amongst employees. 

For this, the culture needs to nurture employee participation, commitment, team work and 

synchronisation that results in employee performance enhancement and self- improvement 

initiatives. This will gradually led to high performing organization that can be evident from 

profitability and lower attrition rate. 
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In the segment, the implicit aspects of the influence that organizational culture exerts 

on organizational performance were reviewed. Most of the studies were focused on the 

implied measureable facets of organisational performance like innovation, corporate image 

and identity, job satisfaction, organizational commitment, management style etc. All these 

are measureable in underwritten terms.  

Though can be measured but cannot be valued in monetary terms. Moreover, all the 

studies are centred majorly in large firms and multiple industries. This review of literature 

highlights that non-monetary measures of performance due to organizational culture have 

not been done for small and medium sized enterprises much neither industry specific nor 

country specific. This opens a whole new avenue for the study at hand that explores the 

influence of organizational culture on performance in the tele-healthcare sector of UK. 

 

2.5.1 Research question2: how Organizational Culture influence on the SMEs’ non-

financial (perceived) organizational performances?  

H2a: There is direct influence on the non-financial (perceived) performance from Clan 

organizational culture? 

H2b: There is direct influence on the non-financial (perceived) performance from 

Adhocracy organizational culture? 

H2c: There is direct influence on the non-financial (perceived) performance from 

hierarchy organizational culture? 

H2d: There is direct influence on the non-financial (perceived) performance from market 

organizational culture? 

 

In the preceding segment, an extensive review of literature has been done to identify 

the direct influence of organizational culture on the non-financial or perceived performance 

of the employees. However, there is little work done in identifying the type of culture that 

fosters the non-financial performance in context of tele-healthcare SMEs in UK more 

significantly. Further, every firm, industry or country tends to exhibit diverse culture. So it 

is essential to identify which culture promotes the non-financial performance the most. For 

gauging this for tele-healthcare sector, Hypothesis 2 is developed. This hypothesis is based 

on substantial theoretical backing.  
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Dadzie et al. (2012) studied the effect of competitive strategy on the organizational 

culture and performance relationship amongst 185 firms of Accra, Ghana. It was concluded 

that organizations with chiefly clan or market culture exhibited high direct linkage with 

performance while companies showcasing inclination for adhocracy or hierarchy culture 

exhibited more implicit relationship of organization culture with the performance subject 

to the firms’ orientation with differentiation strategy or cost leadership strategy. However, 

differentiation strategy was observed mostly in companies with dominant market 

performance. Adhocracy culture can also be positively associated with differentiation 

strategy while hierarchy culture has inclination towards cost leadership strategy.  

Clan culture did not exhibit any linkage with differentiation strategy as differentiation 

strategy is more suitable for firms with high innovativeness and entrepreneurial orientation 

rather than firms with family oriented culture or high collectivistic value system. The cost 

leadership strategy is suitable for companies with market culture type but not with 

companies with hierarchy culture.  

Likewise, Acar & Acar (2012) reviewed the role of organizational culture and 

innovativeness on organizational performance in healthcare industry through an empirical 

study amongst 332 employees from 65 Turkish hospitals. Theoretically, clan (cooperative) 

culture is developed through organization focus and dynamism. Hierarchy (control) culture 

lies amidst internal organizational focus and consistency factors. Market (competitive) 

culture is nurtured through consistency and control. Firms having these cultures are success 

centric. Adhocracy (creative) culture deals with the external orientation and self-motivated 

organizational structure in terms of entrepreneurship, adaptability, innovativeness and 

creativity.  

The study found the prominent culture type in health care sector of Turkey is 

hierarchy, subsequently by clan and adhocracy cultures. The innovation types prevalent in 

the industry are product innovation, behavioural and marketing innovations. The study at 

hand aims to understand the impact of organizational culture on organisational 

performance. Since the study is based in tele-healthcare SMEs of UK, it is obvious that the 

dominant culture type shall vary and so will its influence on organizational performance. 

Since in the hypothesis 2, financial performance is intended to be gauged, it is logical to 

assess the implicit performance of the organization in context of cultural type dimensions. 
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Following is the table of the various studies that helped in formulating this hypothesis: 

 

Authors 

 

Year Sample Size Impact as per the Hypotheses 

Mary Jo Hatch, 

 Majken Schultz 
1997 

General 

Review 

 

It is important of the modern 

organisations to build their corporate 

identity as a linkage between the 

external position of the firm in various 

environments and internal 

interpretations deduced within the 

corporate culture. 

 

 

Tammy D. Allen 2001 
522 

Employees 

 

The study posits family support as an 

element of organisational culture and 

thus, can be seen as the impact of 

organisational culture on employee 

perception. The perception of family 

support is directly connected to the 

number of such initiatives promoted by 

the organisation, benefit and usage, 

and perceived similar support from 

seniors. This perception has an obvious 

impact on work-life balance, conflicts, 

job satisfaction, work commitment and 

turnover intentions. 

 

 

Sempane, M. 

Rieger, H. 

Roodt, G. 

2002 
160 

Employees 

 

There was a discrete relationship 

between organizational culture and job 

satisfaction. Job satisfaction has a 

positive impact on employee 

perception about organizational 

culture. It was noticed that employees 

exhibited judicious level of satisfaction 

with facets like customer orientation, 

organizational integration, 

performance inclination and reward 

tendency. On the other hand, factors 

like conflict resolution, temperament 

towards change, locus of authority, 

management style etc. are 

comprehended more pessimistically.  
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Peter Lok, 

 John Crawford 
2004 

Managers 

from Hong 

Kong and 

Australia 

 

Innovative and accommodating 

cultures and a compassionate 

leadership style exert positive impact 

on both job satisfaction and employee 

commitment. This was higher amongst 

the Australian managers. However, 

initiating structure kind of leadership 

style adversely influences the job 

satisfaction for all the managers.Also, 

it shows that national culture temperate 

the influence of age on satisfaction. 

 

Rohit Deshpande, 

 John U. Farley 
2004 

General 

Review 

 

Open organisational cultures (market 

and adhocracy), robust market 

orientation and innovativeness has 

constructive impact on performance. 

Thus, market orientation and 

innovativeness can be viewed the 

implicit measurable indicators of 

organizational culture. 

 

1. Renae A. 

Jones, 

2. Nerina L. 

Jimmieson 

3. Andrew 

Griffiths 

 

2005 
67 Employees 

of PSU 

It was posit that employee perception 

in a culture that lays a lot of emphasis 

on strong human relations and has 

open systems fosters higher 

willingness to accept change. 

Likewise, reshaping capabilities can 

ensure the effective implementation of 

change through its impact on employee 

perception for change. 

 

Lau, CM 

4. Ngo, HY 
2004 

332 firms 

from Hong 

Kong 

 

A developmental culture is the lacking 

nexus between HR system and 

innovative consequences. This 

warrants HR practices that are focused 

on all-embracing training, 

performance based incentive and 

reward mechanism and team 

development are the integral aspects of 

the organizational culture of the firm 

that is keen on innovation. 
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Wilderom, C. 

P.M. 

Van den Berg, P. 

T. 

Wiersma, U. J 

2012 

1214 From 46 

branches of a 

Dutch Bank 

Charismatic leadership did led to better 

financial results while culture did not. 

However, culture and leadership are 

majorly interconnected. 

Uzkurt, Cevahir 

Kumar, R 

Kimzan, Halil 

Semih 

Eminoglu, Gozde 

2013 

154 Branches 

of a Turkish 

Bank 

 

Culture has been observed to have a 

constructive influence of 

innovativeness of the bank which in 

turn as an immediate effect on 

performance aspects and culture. 

Innovation is here seen as the chief 

driver of performance as it promotes 

competitive edge over the counterparts 

and services need innovation too. 

 

Salau, Comfort 

Oyafunke 

Paul, Odunayo 

Olumuyiwa, 

Fadugba Oludayo 

2014 97 

 

Management style has a direct impact 

on the employee performance as it 

encompasses equipment handling, 

employee behaviour at work place and 

values, beliefs and notions. Thus 

employees’ attitudinal behaviour and 

management style share a concrete 

inter-connection. Also, culture 

encourages cooperation and 

compatibility amongst employees. 

 

Table 2.5: Studies of Organizational Culture and Non-Financial Performance 

Measures 

Source: Scholar 
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2.6 Organizational Culture and Innovation 

Over the years, innovation is repeatedly being considered as the sole key for survival 

in this intensifying competitive business landscape. Firms are striving harder to foster 

innovation in their organizations with an intention of not only enhancing market offerings 

but also improvise organizational performance, effectiveness and acquire competitive 

advantage which is not easily imitable by the competing firms. Several authors have 

reaffirmed this notion time and again (Damanpour et al. 2009; Noble et al. 2002; 

Subramanian & Nilakanta 1996; Walker 2004). Further, it is not only the large firms that 

have to innovate but also the small and medium sized enterprises who aspire to become big 

one day and cross local boundaries and create a niche market for them in the international 

business arena.  

Small and medium enterprises (SMEs) need to constantly acquire and build on their 

innovative competencies (Lynch et al. 2010; Liao et al. 2012). Regrettably, the SMEs 

across the world have not been able to inter-weave innovation into the organizational 

culture in order to encourage innovative human capital and the phenomenon is still in its 

primitive stages. This may be because the top managers lack foresightedness to apprehend 

the prosperous times ahead propelled by the power of innovation entrenched into the 

organizational culture to develop knowledge and human capital as key assets (Halim et al. 

2014).  

Organizational culture has a considerable role to play in SMEs. It is through 

organizational culture that employee motivation can be promoted enabling them better 

understanding, control, decision making, resource allocation and communication. This is 

because culture has a lasting effect on the thought process of the people and how they think, 

feel and perform. However, fostering favorable culture requires a complementary 

leadership that can steer the organization during change management, enabling SMEs to 

confront issues like technological advancements, globalized economies, denationalization 

and deregulation (Wilderom et al. 2012; Ratam & Mazzarol 2004).  

 

2.6.1 What is innovation? Meaning and relevance 

In order to confront the dynamic challenges of the modern society, there is a much 

deeper and intense innovation that is required rather than merely making unique products 

and selling them profitably. Today innovations need to deliver the diverse value 
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requirements of different participants of the ecosystem: people, organisations and society 

as a whole. Today there is an impending concern over the environmental conservation, 

mounting healthcare expenditure for the aging population or societal peace and unity. It is 

believed that innovation in products and services can only work when they bring about a 

change in the people’s behaviour (Ouden 2011). Thus, it is clear that innovation is 

imperative for any society as a whole but there is a dearth of universally accepted and 

applied definition of innovation. There is a gamut of definitions given by several authors. 

However, each definition is given in context of a certain issue or criteria. Even from the 

business perspective, there is a lack of unanimously accepted definition of innovation and 

each firm has its own interpretation of the concept.  

Even the employees of the same department have difference of opinion about 

innovation and often confuse it with invention (Herzog 2011). Most of the definitions of 

innovation is based on the postulation that innovation means “qualitatively new products 

or processes which markedly differ…. from the preceding status” (p.265) (Herzog 2011). 

Moreover, an invention cannot be considered an innovation unless it is commercially 

viable. Thus an invention needs to launched into the market as a new product or a 

breakthrough business process (Herzog 2011). 

 

In this section, the several approaches for defining the concept of innovation has been 

explored. 

Rogers (1998) asserted that innovation can be explicated as the adoption of unique 

concepts, designs and thoughts to products, activities or any other facets of business 

operations. Innovation is basically linked with commercialization or economic viability of 

the novel ideas. This rejects the fundamental postulation of invention that it may or may 

not be directly linked with profit earning. According to Schumpter (1930), innovation is of 

five types: 

 

 Launch of novel products or augmentation of the already present product or service. 

 Radical reengineering of a business process for the industry. 

 Unleashing a new market opportunity. 

 Creation of new-fangled supply points of the requisite resources and other 

essentials. 
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 Change in the organisational structuring. 

 

Building further on the underpinning postulation of the definition given by Schumpter, 

Brown & Ulijn (2004) assert that innovation is about developing something unique and 

getting economic success out of it in the market. Innovation surpasses the pursuit of 

products and encompasses services, processes and technology. Thus, innovation that the 

imperative element of entrepreneurship with it 

Tiwari (2008) also added conformity to the definitions discussed so far and elucidated 

innovation as the presentation of a new or radically improvised product or service or 

process, unique marketing strategy or tactic, or a breakthrough in the conventional business 

activities, organisational structure or external relations. All the innovative endeavours are 

scientific in nature and use considerable amount of technology, organisation and finances 

and are commercially worthwhile. Also, innovations many a times include a lot of research 

and development which may or may not be applicable directly to the respective innovation. 

Correspondingly, a firm is regarded as an innovative enterprise when it has instigated an 

innovation within a stipulated time frame under consideration. Based on this definition, 

innovation can be categorized into four categories:  

 Product innovation: involves launching a new product or service or bringing a 

fanatic change in the existing market offerings of the company in terms of 

technique, equipment or software through application of newly acquired 

knowledge. 

 Process Innovation: aims at cost optimization and lowering the “factory to market” 

time, augment the quality of the products and services and related processes. 

 Marketing Innovation: involves improvement in the product design, packaging, 

positioning, promotion and pricing. Such innovations are better equipped to cater 

to modified customer expectancies and unexplored markets. 

 Organisational Innovation: brings optimization to costs like administrative or 

transactional, elevating employee satisfaction thereby, improving productivity, 

knowledge creation and management and lowering the cost of supplies. 

 

Baregheh et al. (2009) viewed innovation from the strategic perspective and proclaims 

that innovation and its management needs a strategic outlook. This is because organisations 
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need to be proactive in responding to the changing marketing conditions especially 

customer demands and lifestyles, leverage the advantages offered by technology and 

altering market dynamics. In the contemporary scenario where markets are nearing 

saturation, innovation is righteously regarded as the lifeline of corporate sustainability and 

growth. Innovation is fundamental in value creation and fostering competitive edge over 

the counterparts. Innovation can be understood as a principal restitution activity undertaken 

at any level and for any purpose of the organisation.  

Firms need to constantly innovate because it needs to constantly improve its offerings 

and business processes in order to ensure sustaining in the cut-throat competitive industry 

scenario and grow in the global recessionary times. Innovation can also be seen as tool used 

by the organisation to exert influence to the environmental circumstances of both internal 

and external vertices. It is worth noting that innovation is subject to the availability of 

resources, capabilities, strategies and expectations.  

While all the discussion done so far focuses much upon the importance of innovation 

and how firms are inculcating innovation into their daily practices, Amit & Zott (2010) 

threw light upon how challenging it is to foster innovation in present day scenario. 

Companies realise the importance of making purposeful efforts to bringing innovation into 

practice for improving profit margins and market capitalization. Innovation involves 

augmenting products and process and thus, requires a lot of time and resources.  

Innovation indeed is an expensive and tedious task. Extensive research and 

development is carried out with specific resources, new assets and even separate business 

entities at times. Moreover, the uncertainty about the future returns on the product or 

processes emerging from such extravagant endeavours is very high. These considerations 

hold higher relevance in the turbulent economic times like the global recession phase of 

2008-2009.  

This phase was a tough time for firms across industries and countries. The revenues 

were dwindling, profit margins were getting skewed and firms were compelled to adopt 

severe and strict cost-cutting measures to survive the economic down-turn. For the purpose 

of cost-cutting, firms put a hold on the research and development practices, market 

expansions were also curtailed. Firms had to down-sized considerably to reorganise and 

improve efficiency along with cutting down on the labour costs. Though such cost-cutting 

attempts are done only when absolutely essential and help the firms to establish a solid 
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economic base. But these extensive cost savings many a times generate a lot of anxiety 

amongst the employees, dropping their motivation, devotion and productivity along with 

hampering the long-term competitive advantage of a few firms (Amit & Zott 2010).   

 To summarize, innovation can be righteously defined as “a significant positive 

change” (Berkun 2013). 

After understanding the relevance and meaning of innovation, it is important to see its 

impact on the organizational performance. This is discussed in the next section. 

 

2.6.2 Innovation, non-financial & financial performance  

 Hudson et al. (2001) explored the performance measurement systems in small and 

medium enterprises and emphasized on the alignment of these systems with the strategic 

intentions of the firm, be it large or small. Since measuring the performance is essential for 

any organisation, there have been several performance measurement systems developed. 

The most widely used system is the balanced scorecard proposed by Kaplan and Norton in 

1992. This system strikes a balance between the adoption of financial and non-financial 

measures in order to attain the strategic objectives of the firm. Small and medium 

enterprises (SMEs) have distinct characteristics and thus, need a different performance 

measurement approach. The author identified six dimensions of performance measurement 

as quality, time, flexibility, finance, customer satisfaction and human resources.  

The role of innovation in any firm’s performance is highly inevitable. It improves the 

quality of not only products and services offered but also the process of how they are 

offered. It is only through innovation that time management can be optimized and product 

innovation and flexibility can be fostered. Innovations help in lowering costs and 

improving financial returns. When products are innovative and processes are quick, 

customer satisfaction is bound to elevate. Thus, the role of innovation is very crucial in 

boosting the overall performance of any organisation especially SMEs as it is only through 

innovation that SMEs can expand their business and presence. 

While the earlier study focused on the overall dimensions of performance 

measurement, Tatikonda (2007) viewed innovation in new product development as a 

measure of organisational performance. New product development can be applied as a 

performance measure which needs to address three fundamental dimensions, faster, better 

and cheaper. It’s only through innovation that new products or services or processes can be 
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developed and enhance the overall organisational performance. In the contemporary 

scenario of collaborative supply chains and strategic partnerships, companies are also 

getting involved in collaborative innovation.  

This produces outcomes in forms of co-development, outsourcing, joint ventures, 

alliances and open innovation networks. These allow the firms to foster innovation on the 

basis of shared resources, thus optimizing costs. Such innovations help the organisations 

to develop new and varied skill sets for technology hunting, entering into strategic 

partnerships, contract development, copyrighting the intellectual property, relationship 

management and alignment and coordination of resources, customs and cultures.  

Marques & Ferreira (2009) investigated the factors that boost a firm’s innovative 

capacity through an empirical study amongst nearly 1307 SMEs from the manufacturing 

industry in the Beira Interior Region of Portugal. The study also gauges the impact of 

innovation on organisational performance. The authors proposed a conceptual model 

centred on five distinct dimensions: the firm; the entrepreneur, the external business 

environment, the firm’s innovative capacity and the firm’s performance.  

The results of the data analysis show that the factors that influence the firm’s 

competency to innovate and eventually strengthen its competitive advantage which 

improve the organisational performance. But innovation has its share of risk and 

uncertainty. If the innovation is successful, it exerts a considerable bearing on the firm’s 

economic results and financial measures. Thus, the firm amidst the environmental 

uncertainties and internal risks needs to identify the underlying need for innovation and 

gradually build it into competitive advantage that can be sustained for a long duration. 

Accordingly strategies have to be formed for new product development catering to the 

changing customer requirements. Innovation is the tool that allows firms the ability to 

compete successfully in both the domestic and international markets. In modern times, 

innovation is perhaps the most important aspect of a firm’s strategy as the firm can only 

deliver better results consistently if it is able to create an inimitable differentiation through 

innovative behaviour. 

Crossan & Apaydin (2010) through their academic research paper analysed the 

literature pertaining to organisational innovation over the past 27 years and reconfirmed 

that a firm’s capacity is the most vital determining factor of organisational performance. 

However, the authors stressed that leadership at all levels plays a crucial role in 
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commanding innovation as a process and uphold it till innovation delivers an appropriate 

outcome. Innovation is supreme in the contemporary business environment that is 

exemplified by way of intense competition which forces the firms to come up with 

innovations at regular intervals to create advantages in the market. This reasserts innovation 

as the fundamental source of competitive edge which must be corresponding with the 

vibrant nature of the environmental factors. It is through the organisational dynamism that 

upkeep the augmenting process innovation and often results in cost-reduction ideas and 

unique product offerings. 

Camisón & Monfort-Mir (2012) explored the tourism firms of Spain in context of 

innovation behaviour and its impact on the firms’ performance. Innovation has been 

regarded as the key source of competitive advantage but it is still not sufficiently explored 

in the tourism sectors across the globe. However, the tourism firms have been highly 

prompt in adapting to the technological advancement. Technological innovations help the 

tourism companies to provide better customer service and be able to market and develop 

product and service offerings in a better and far-reaching manner.  

Moreover, tourism companies require a lot of information and communication 

technologies to keep their services up-to-date like for back office operational chores and 

for front office, customer relationship management technologies. Tourism today is highly 

internet centric, so web based technologies have become an integral aspect of the industry. 

Innovation in the industry is also instrumental in setting up eco-friendly and energy 

efficient hotels and alike.  

However, it is observed that innovation in this industry is very limited and small and 

medium firms are not very innovative in nature. These firms also face the impending 

limitations of the external environmental factors. Thus, renewal and expansion of the 

portfolio of products and services offered is limited, market expansion is highly 

regularized. Alteration in the working style, organisational structure and working 

conditions are the areas where innovation can be applied to enhance the overall 

organisational performance.  

Like most services sectors, tourism sector is also not as technologically advanced as 

compared to the manufacturing industries and no-technological innovations are not 

significantly registered. Moreover, there is highly disparity in the nature of services due to 

which the essence of innovation especially of non-financial nature is lost. Further, tourism 
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firms carry out incremental innovation centric on the already existing knowledge with the 

firm and also allow its counterparts to copy adopt it easily. Thus, firms exhibit 

heterogeneous behaviour for innovation and its subsequent outcome. 

 

2.6.3 Innovation as a moderator between OC and performance 

The influence of organizational culture on organizational innovation has been well-

researched. There is an extensive literature that posits that organisational culture has a 

tremendous impact on the organisational innovativeness. Since each firm has its distinct 

culture and ability to innovate, hence, it was imperative to study innovation in context of 

each culture style. Ashraf et al. (2013) investigated the relationship between organisational 

culture and organizational innovativeness existing in the private Iranian universities. 

Through a sample of 485 full time faculty members, it was established that there is a 

positive relationship between three types of organisational culture and organisational 

innovativeness: adhocracy, market and clan cultures. It was only hierarchy culture that 

didn’t exhibit any positive relationship with innovativeness. Further, it was the adhocracy 

culture that supported organisational innovativeness the maximum.  

Since, each firm has distinct organisational culture; managers need to mould the 

culture in order to promote innovativeness. Similarly, Duygulu & Özeren (2009) analysed 

leadership styles and organisational culture on innovation in a firm. The sample comprised 

of 113 employees from 6 firms of Turkey. The empirical study explored the mutual 

influence of leadership in terms of employee orientation, product orientation, change 

centred leadership and the organisational culture types (market, hierarchy, adhocracy and 

clan) on the firm’s competence to innovate. It was found that generally adhocracy culture 

has been identified the most promising culture to promote innovation. However, 

individually some firms showed that market culture also promotes innovation.  

 

There is little literature that presents a direct relationship between the impact of 

organisational culture types on financial performance and innovativeness as the key 

moderating factor. Davidson et al. (2007) explored the inter-relationship between the 

organisational culture and financial performance in a South African investment bank 

through a sample of 327 employees. Income statement ratio analyses were adopted to 

analyse the financial performance correlations between cultural dimensions and financial 



81 

 

ratios like return on assets, return on investment, sales volume and market share. The 

dimensions of culture that exhibited a substantial impact on the financial performance are 

consistency, adaptability, learning orientation, empowerment, strategy and 

entrepreneurship. Organisational culture when coupled with continuous learning and 

innovativeness, it has a sustainable impact on the financial performance that reaps 

economic gains for over a period time. 

Nybakk (2012) examined the wood industry in Norway with 241 CEOs as the samples. 

The empirical study establishes relationships between learning orientation, firm 

innovativeness and financial performance. Learning orientation is a part of organisational 

culture. Learning orientation of the organisation has a constructive impact on the degree of 

innovation adopted by firm. Also, learning orientation share a positive impact of the 

financial performance through innovation as the underlying current. The study also 

presents innovation as an independent influencer on financial performance while no direct 

impact is registered by learning orientation on financial performance. Adding to this, 

Lwamba et al. (2013) explored innovativeness as an aspect of corporate entrepreneurship 

on financial performance.  

Through the sample of 186 manufacturing firms of Kenya, the significant impact of 

product innovativeness, process innovativeness and organisational innovativeness on 

financial performance in the Kenyan manufacturing entities was established. 

Organisational innovativeness is aimed at augmenting financial performance of a firm 

through lowering administrative costs, improving employee satisfaction and productivity, 

knowledge creation and lowering costs of production. Organisational culture fosters 

learning and knowledge sharing and betters the chances of innovation. Thereby financial 

performance is improvised consistently through innovative organisational culture. 

Behram & Özdemirci (2014) conducted an empirical study amongst 203 middle and 

large level companies from Istanbul, Turkey with the intention of investigating the impact 

of environmental conditions and organizational culture on corporate entrepreneurship and 

the intermediary influence of entrepreneurship on environmental factors, organizational 

culture and firm performance. The results of the data analysis propose that culture types, 

market and adhocracy have positive and strong influence on all the considered dimensions, 

while clan culture influences innovativeness but do not impact new business venturing or 

preemptive approach much.  Further, hierarchy culture also doesn’t influence business 
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entrepreneurship. Thus, only adhocracy and market cultures exert a positive influence on 

entrepreneurship. Also, it was found that hierarchy culture promptly, intensely and 

constructively influence the sales, financial results and market share in spite of not making 

any remarkable impact on entrepreneurship.  

Since the study focuses more extensively on the influence of organizational culture 

and innovation on non-financial performance, the literature on financial performance is 

explored restrictedly. 

The study at hand aims to understand the impact of organizational culture on 

organisational performance of non-financial nature and innovation as the key moderator.  

 

Agarwal et al. (2003) presented that market oriented organisational culture is widely 

linked with improvised organisational performance. The study analysed the inter-

relationship between market oriented culture and performance from the data of 201 

international hotels and concludes that such culture promotes innovation which 

constructively enhances the objective performance in terms of service quality, customer 

satisfaction and employee satisfaction and the elevated judgemental performance levels 

can be gauged by occupancy rate, gross operating profit and market share. It the culture 

that induces innovation into the organisation that improves the judgemental performance 

which eventually elevates the levels of objective performance dimensions. 

This was further averred by Kirca et al. (2005) through a meta-analysis of the empirical 

studies done so far. The study explored the relationship between market orientation and 

performance and found that the inter-relationship between market oriented culture and 

organisational performance mediated by innovation is much more convincing in the 

manufacturing sector especially in low power-distance and uncertainty-avoidance cultures 

and where performance is subjectively assessed. The authors also assert that market 

oriented culture and performance is stronger for both cost-based and revenue based 

performance measurement practices for the manufacturing entities as compared to their 

service counterparts. 

The above two studies explored the conventional manufacturing and the service sector. 

Distinct from such approach, Carmen & María José (2008) surveyed 276 museums from 

Spain and France to establish a relationship between market orientation, culture and 



83 

 

performance mediated by technological and organisational innovation. The researchers 

found that there is a substantial relationship between market orientation and the economic 

and social performance of the museums. However, this relationship holds value when it is 

based on technological and organisational innovation. Thus, innovation acts as the 

moderator between organisational culture based on market orientation and organisational 

performance. The authors propose that museums can improve their performance through 

adopting innovation into the marketing models and achieve the desired economic and social 

performance. The study presents innovation as one of the chief moderators. 

Similar findings were presented by Wang & Ahmed (2004) through the survey of 

nearly 1500 companies situated in England, Wales and Scotland. The study involved 

investigation of innovation practices and their linkages where one or more types of 

innovation was presented as the dependent variable and was seen in association with a 

particular trait of the organisation, the individual employee or the innovation by itself.  

The types of innovation explored in the study are product innovativeness, market 

innovativeness, process innovativeness, behavioural innovativeness, and strategic 

innovativeness. It is the behavioural innovativeness that is linked with the organisational 

culture. It is exhibited through employees independently, teams and management as well. 

It allows development of an innovative culture which helps in the general acceptance of 

the new ideas and innovation created. Behavioural innovativeness is the critical factor that 

accentuates innovative outputs. Thus, culture backed with behavioural innovation serves 

as a stimulus for innovations while absence of such culture reduces the chances of 

innovation.  

 

The relationship of market-orientation culture and firm’s performance was also 

substantiated by Yoon & Lee (2005) through an empirical study amongst 120 local 

businesses in the city of Seoul. The authors have presented the marketing function as the 

echo of the organisational culture and the degree to which it addresses the requisites of 

customer’s values and beliefs. Market- oriented culture encompasses orientations linked 

with customers, competitors and inter-departmental teamwork.  

This culture induces innovation into the group culture to elevate the firm’s 

performance to a greater higher by effectual and efficient implementation of marketing 

strategies to deliver maximum customer value. From the resource-based perspective as 
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well, marketing is viewed as a culture wherein the key potentiality lies in the sources of 

competitive edge over the competing firms. This is possible only through putting the 

available resources to the best possible innovative use. The firms need to adopt a proactive 

culture to promote innovation and position it in the market in manner that it entices the 

competing brands to catapult the competitive advantage through acquisition, replication, 

substitution and attempting better innovation. 

The moderating role of innovation is the influence of organisational culture on firm 

performance in the banking sector was further explored by Salau et al. (2014) amongst the 

sample of 97 respondents comprising of the staff and managers of the banks in Abeokuta 

Metropolis, Ogun State, South-West Nigeria. The authors regard organisational culture as 

obligatory and imperative aspect of the survival and success of any organisation and also 

inculcating values in the employees. However, it is rightly argued that organisational 

culture is not the sole factor responsible for the success of any firm. It doesn’t serve as the 

means to the desired ends.  

Organisational culture is one the chief catalysing factors that promotes innovation 

which in turn boosts the firm’s performance both financially and non-financially. Hence, 

organisational culture should not be perceived as an implicit and intangible facet of a firm 

but rather as a key stimulus for accomplishing managerial effectuality. Managers are 

responsible for change management and encouraging innovation. Thus, managers need to 

be adaptive towards changes, respect workplace diversity, reject uniformity and respond 

appropriately to the environment. Organisational culture also places a key role in helping 

the firm and its employees to adapt external and internal changes, thereby leading to 

maximize value creation for employees by way of organisational learning, knowledge 

management and creativity. All these result in innovation and better performance for the 

firm. 

Another interesting study on assessing the role of innovation as a moderator between 

organisational culture and performance was carried out by Jenatabadi (2014) through an 

extensive survey study done on 168 Chinese, Taiwanese and Malaysian companies 

operative in the food production industry of Asia. Through structural equation modelling 

method, the data was analysed. It was found that in the sector for food production, the 

organisational culture and organisational innovation have a direct constructive influence 

on the firms’ performance. The study implicates that the firms involved in food production 
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can successfully capture larger market segments and also easily adapt to the environmental 

alterations through effectual utilizations of innovation.  

The study also found that the methodologies and practices employed to kindle and 

enhance organisational innovative culture will gradually make the process of developing 

and diffusing innovation into practice much easier and this will automatically help the 

performance levels to improve. It is the innovative products and services that can serve the 

strategic purpose of cost-optimization, better performance, better productivity and 

sustenance with growth. However, this is highly dependent on the manner in which 

innovation is managed. Organisational culture and innovation leads to better performance 

which in turn is critical for the over economic growth and competition. It only through 

innovation that stable organisational performance can be attained. 

 

2.6.4 Gaps in previous studies related to innovation and OC 

There has been a considerable amount of research work done over the years over 

innovation and organisational culture in context of small and medium sized enterprises. A 

lot of empirical studies have been done to understand the relevance of innovation and 

organisational culture in the SMEs. Salavou (2002) studied market orientation and firm’s 

performance amongst the SMEs of Greece and found that product innovation is partially 

responsible for the same. Further, Salavou et al. (2004) explored the determinants of 

organisational innovation in pursuit of SMEs of Greece. The study ranked market 

orientation and learning as the chief determinants along with industry traits.  

The market orientation and learning coupled with the intense competition forces the 

SMEs to innovate. On one hand, Liao et al. (2003) emphasised on organisational 

responsiveness as the intermediary between innovative organisational culture and 

performance of the SMEs. SMEs have diverse capacity to adapt to external knowledge and 

blend it with internal knowledge. On the other hand, Caputo et al. (2002) studied the 

methods adopted to make the SMEs adopt technological and managerial innovation 

developed by several other research groups like universities, companies, government etc.  

Likewise, Demirbag et al. (2006) investigated the relationship between TQM practices 

and organisational performance in Turkish SMEs and deduced that TQM has a stronger 

impact on non-financial performance as compared to the financial performance. All these 
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practices are made effective only through a supportive organisational culture. However 

organisational culture and innovation is treated as secondary stimulators in these regard. 

The more precise inter-relationship between organisational culture and innovation was 

explored by Demirbag et al. (2006) who views innovation as an on-going augmentation 

throughout the organisation and not restricted to research and development only that 

delivers results periodically. Further, Rhee et al. (2010) analysed the relationship between 

drivers of innovation and conciliation impact of learning orientation through survey of 333 

small firms of South Korea. It was observed that market orientation and entrepreneurial 

orientation impacts learning orientation which is a part of organisational culture and 

influences the innovativeness of an organisation which in turn impacts organisational 

performance.  

Moreover,  Rosenbusch et al. (2011), through a meta-analysis deduced that in SMEs, 

the relationship between organizational innovation and performance is highly subjective 

and facets like age, nature of innovation and organizational culture. Naranjo-Valencia et 

al. (2011b) studied 471 Spanish firms and found that organisational culture is an obvious 

and explicit element of the innovation strategy. It was presented that adhocracy cultures 

promote innovation while hierarchical cultures promote imitation. 

Yeşil & Kaya (2012) presents innovation as the key for survival for any organisation. 

There are several factors responsible for the degree of innovation done by an organisation 

and organisation culture is perhaps the most important one as it influences the behaviour 

of the employees. Tajudin et al. (2012) further accentuated the influence of organisational 

culture, market orientation and innovation on the launch of new products and their 

performance in the market. The sample for the study comprised of 65 SMEs of Malaysia. 

The study indicated that organisational culture impacts new product performance wherein 

innovation serves as a moderator while entrepreneurial culture exerts an obvious impact. 

Moreover, the impact of organisational culture on innovativeness is mediated by market 

orientation.  

Olori & Mark (2013) researched corporate innovation and found that organisational 

culture plays a crucial role and innovation is possible only through alignment of various 

business attributes like skills, knowledge, structures and processes. Culture can encourage 

or discourage innovation considerably. Thus, for innovation, managers need to foster a 

supportive culture.  
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All the studies discussed in this section have highlighted the relevance of innovation 

for up surging the organisational performance and how culture has an important role to 

play. Though SMEs have been explored in context of the inter-relationship between 

organisational culture and innovation and innovation and performance, there is a dearth of 

research work done in context of the influence of organisational culture on the firm’s 

performance with innovation as a moderator. Moreover, the SMEs of tele-healthcare sector 

have not been explored in this context at all. The study at hand attempts to make 

considerable contribution in this area along with paving the way for further investigative 

endeavours. 

 

2.6.5 Research question 3: Does firm’s innovation (Innovativeness: product and 

process) moderate between multidimensional Organizational culture and non-

financial (perceived) 

H3a: Innovation performance (innovativeness) is a moderator between clan culture 

and the firm’s non-financial performance? 

H3b: Innovation performance (innovativeness) is a moderator between adhocracy 

culture and the firm’s non-financial performance? 

H3c: Innovation performance (innovativeness) is a moderator between hierarchy 

culture and the firm’s non-financial performance? 

H3d: Innovation performance (innovativeness) is a moderator between market culture 

and the firm’s non-financial performance? 

 

In order to test the moderating effect of innovation performance between culture and 

non-financial performance of the firm, one needs to first understand the meaning of 

moderator. Here moderator is the third variable i.e. innovation which strengthens the 

relationship between the dependent and the independent variable which in this case is 

organizational culture and non-financial performance of the organization. In the preceding 

sections, the association between organisational culture and innovativeness has been 

presented by way of an in-depth literature review.  

There is an extensive literature that posits that organisational culture has a tremendous 

impact on the organisational innovativeness which in turn enhances the organisational 

performance. But there is no literature available on the influence that the organisational 
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culture has on organisational performance mediated by innovativeness in context of tele-

healthcare SMEs in UK. Since each firm has its distinct culture and ability to innovate, 

hence, it was imperative to study innovation in context of each culture style and how it 

influences the firm’s performance. To assess the impact of innovation on the non-financial 

performance of tele-healthcare SMEs having distinct culture types, Hypothesis 3 is 

developed. This hypothesis is based on the impact of organisational culture on non-

financial performance with innovativeness as the media  

There is insufficient documented literature available that presents a direct relationship 

between the impact of organisational culture types on non-financial performance and 

innovativeness as the moderator.  

 

Through a general review, Low & Siesfeld (1998) posits that investor decisions are 

majorly based on the non-financial performance of the firms. These non-financial 

performance measures account for nearly one third of the weightage that investors usually 

give to overall factors before making any decision. Remaining is obviously for financial 

performance. These non-financial attributes are based on the key areas which are 

recognized to be the key markers of future performance of the firm especially revenue 

generation. Also, the strategic outlook of the firm and the firm’s competence to take 

decisions beyond its pursuit, credibility of the management, innovativeness of the firm and 

how learning and knowledge management is done and how competent is the firm to attract 

and retain talented workforce. 

Further, (Matear et al. 2002) conducted a general review to assess the relationship 

between market orientation and firm’s performance and found that market orientation 

backed with innovation leads to a significant contribution the performance of the service 

firms. Through an empirical study of 231 firms delivering unique services, it was deduced 

that innovation acts as a moderator in weaving market orientation into the organisational 

culture and gradually impact the overall performance of the firm.   

 

While this is from the marketing perspective, Chung‐Ming Lau & Ngo (2004) adopted 

the HR perspective and established the link between the HR system and development of 

the unique market offerings. For the study, a sample 332 firms in Hong Kong were studied. 

HR system undoubtedly forms the integral aspect of the organisational culture and thus, 



89 

 

when mediated with innovation, results in better performance especially of non-financial 

nature like better training, performance-based reward, team development and innovation 

in product, process and organisational structure. It is observed that innovation fosters a 

development culture that links the HR system to firm’s performance. 

 

With the evolution of firms into knowledge-centric entities, Darroch (2005) conducted 

a survey of 443 CEOs of medium to large firms of New Zealand, and found that firms that 

have adopted robust knowledge management competence are able to use the resources 

more efficiently and thus will be able to be innovative and perform in a better manner in 

all respect. However, knowledge creation, learning orientation and knowledge 

management are an essential part of the organizational culture. All this needs supportive 

organizational culture. Thus, it can be said in a way that organizational culture does 

influence non-financial performance with innovation as a medium.  

More recently, Škrinjar et al. (2008) explored the notion that firms can augment their 

performance by viewing business from the process perspective. The study deduced that 

business process orientation can result in better non-financial performance and eventually 

escalate financial performance. Business process orientation can be fostered only through 

a supportive organizational culture and through innovation, business processes can be 

improvised for better overall performance which is reflective in the financial performance 

as well.  

This linkage between organizational culture and organizational performance was 

further established by Abu-Jarad et al. (2010) through a review paper. It is the 

organizational culture that exerts a considerable influence on every aspect and participants 

involved. The cultural traits are usually not very obvious but still when it comes to 

performance enhancement, this is the core area to be worked upon. Although profitability 

is regarded as the universal indicator of the righteousness of the firm’s decision and actions 

and the firm is earning consistent profits, it is regarded as a successful firm; there are 

several non-financial factors that are equally important. Innovation and supportive culture 

are the key determiners of firm’s performance. Other non-financial performance indicators 

stimulated by culture and innovation encompass job satisfaction, organizational 

commitment and employee turnover.  
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Another non-financial performance dimension, organisational learning was explored 

by Imran et al. (2014). The author proposes that with the constantly evolving business 

markets, firms need to adapt to changes to remain competitive. Organisational learning and 

innovative culture are the bases of enhancing organisational performance.  

Innovation when stimulates the organisational culture, desire to learn, shared vision, 

out of the box thinking, knowledge creation and sharing becomes the integral aspects of 

culture which in turn has a positive impact on the organisational performance. These 

findings were based on the sample of 120 respondents from NGOs of Pakistan. 

The study at hand aims to understand the impact of organizational culture on 

organisational performance and innovation is a key indicator. Thus, this hypothesis is 

developed to analyse the impact of innovative organisational culture on non-financial 

performance of the firm. Since the study is based in tele-healthcare SMEs of UK, it is 

obvious that the dominant culture type and innovativeness shall vary so will the influence 

on non-financial performance.  

Since most of the studies indicate that innovative organisational culture does have a 

positive impact on non-financial performance but do not clearly identify the culture type, 

it will be interesting to learn which culture types promotes innovativeness to influence non-

financial performance for the case SMEs of the tele-healthcare sector of UK. 

Following is the table of the various studies that helped in formulating this hypothesis: 

Authors Year 
Sample 

Size 
Impact as per the Hypotheses 

Jonathan Low 

Tony Siesfeld 
1998 

General 

View 

The non-financial performance measures 

account for nearly one third of the weightage 

that investors usually give to overall factors 

before making any decision. Remaining is 

obviously for financial performance. These 

non-financial attributes are based on the key 

areas which are recognized to be the key 

markers of future performance of the firm 

especially revenue generation. Also, the 

strategic outlook of the firm and the firm’s 

competence to take decisions beyond its 

pursuit, credibility of the management, 

innovativeness of the firm and how learning 

and knowledge management is done and how 

competent is the firm to attract and retain 

talented workforce. 
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Sheelagh 

Matear, 

 Phil Osborne, 

Tony Garrett, 

 Brendan J. 

Gray 

2002 
231 service 

firms 

Market orientation backed with innovation 

leads to a significant contribution the 

performance of the service firms. It was 

deduced that innovation acts as a moderator in 

weaving market orientation into the 

organisational culture and gradually impact the 

overall performance of the firm.   

Chung‐Ming 

Lau, 

Hang‐Yue Ngo 

2004 332 firms 

Established the link between the HR system 

and development of the unique market 

offerings. HR system undoubtedly forms the 

integral aspect of the organisational culture 

and thus, when mediated with innovation, 

results in better performance especially of non-

financial nature like better training, 

performance-based reward, team development 

and innovation in product, process and 

organisational structure. It is observed that 

innovation fosters a development culture that 

links the HR system to firm’s performance. 

Jenny Darroch 2005 

443 CEOs 

of medium 

to large 

firms of 

New 

Zealand 

Knowledge creation, learning orientation and 

knowledge management are an essential part 

of the organizational culture. All this needs 

supportive organizational culture. Thus, it can 

be said in a way that organizational culture 

does influence non-financial performance with 

innovation as a medium 

 

Rok Škrinjar 

Vesna Bosilj‐
Vukšić 

 Mojca Indihar‐
Štemberger 

2008 
General 

View 

Business process orientation can result in 

better non-financial performance and 

eventually escalate financial performance. 

Business process orientation can be fostered 

only through a supportive organizational 

culture and through innovation, business 

processes can be improvised for better overall 

performance which is reflective in the 

financial performance as well 

Ismael Younis 

Abu-Jarad,  

Nor’Aini Yusof, 

Davoud Nikbin, 

2010 
Review 

paper 

It is the organizational culture that exerts a 

considerable influence on every aspect and 

participants involved. The cultural traits are 

usually not very obvious but still when it 

comes to performance enhancement, this is the 

core area to be worked upon. Although 

profitability is regarded as the universal 

indicator of the righteousness of the firm’s 

decision and actions and the firm is earning 

consistent profits, it is regarded as a successful 

firm; there are several non-financial factors 
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that are equally important. Innovation and 

supportive culture are the key determiners of 

firm’s performance. Other non-financial 

performance indicators stimulated by culture 

and innovation encompass job satisfaction, 

organizational commitment and employee 

turnover. 

Asma Imran, 

Qasim Ali 

Nisar, 

Samra Ashraf 

2014 

120 

respondents 

from NGOs 

of Pakistan 

With the constantly evolving business 

markets, firms need to adapt to changes to 

remain competitive. Organisational learning 

and innovative culture are the bases of 

enhancing organisational performance. 

Innovation when stimulates the organisational 

culture, desire to learn, shared vision, out-of –

the- box thinking, knowledge creation and 

sharing becomes the integral aspects of culture 

which in turn has a positive impact on the 

organisational performance. 

 

Table 2.6: Studies on Innovativeness as a moderator between Organisational culture 

and financial performance 

Source: Compiled by Researcher  

 

 

2.6.6 Research Gaps 

Research on Small and Medium Sized Enterprises (SMEs) has grown drastically 

during the last few years as a huge number of businesses around the world are SMEs and 

they have significant impact on the economy of the countries. “There is a broad consensus 

that a vibrant SME sector is one of the principal driving forces in the development of a 

market economy. SMEs stimulate private ownership and entrepreneurial skills, are flexible 

and can adapt quickly to changing market demand and supply situations, generate 

employment, help diversify economic activity, and make a significant contribution to 

exports and trade” (UNECE, 2003. P.291).  

The contribution of SMEs in economy of nations emphasizes the importance of 

focusing on the studies about possible ways which can improve business, however, success 

in Small and Medium Enterprises is one of the subjects on which few comprehensive and 

in-depth studies have been conducted (Ramana, Aryasri, and Nagayya, 2008). In the 

preceding sections, the importance of SMEs has been explicated sufficiently. Since 

majority of the innovative businesses initially start as SMEs, it is interesting to study SMEs 

in the case industry of Tele-healthcare which calls for high levels of innovation. Also, the 



93 

 

UK economy is heavily dependent on the success of SMEs, they provide a perfect choice 

for the study. 

Tele-healthcare industry has the potential to address diverse problems, in modern 

healthcare and it does so in terms of quality, efficiency, effectiveness, and accessibility of 

healthcare with the added advantage of overall cost reduction. However, despite the 

potential of tele-healthcare services, with the common aim is to improve quality and 

accessibility of healthcare services, the success rate and adoption of tele-healthcare services 

is disappointing (Bashshur et al. 2000; Yellowlees 2005; Broens et al. 2007; Handler 2007) 

. Damage to the reputation of tele-healthcare service providing organizations is mainly 

because of research gaps.  

Firstly, the tele-health services were proved successful in pilot phase, were not able to 

perform and thus could not sustain themselves in the implementation phase. Secondly, 

another obstacle which is being repeated over and over again is there are very few good 

practices within the industry which can be replicated, thus there are many implementation 

mistakes. The researcher have also discussed on the importance of complexities involved 

in the tele-healthcare service delivery.  

Among the different factors which contribute towards such complexities are; issues 

related to infrastructure, legislation, non-definition business models, cultural management. 

Organizations often exhibit different organizational culture and practices and due to the 

need of multidisciplinary role within the organization, importance of organizational culture 

further increases. The purpose of this paper is thus to determine a framework for the 

implementation of tele-healthcare services within the SME industry in order to contribute 

towards the success rate of future endeavors. Organizational culture has been identified by 

the researcher as an important parlance contributing towards the performance of the 

organization. Culture is an abstraction and is thus hard to define. Each person and 

organization has its own understanding of culture and different research scholars have 

defined culture in different ways.  

However, it should be noted that organizational culture influences the way employees 

behave which in turn impacts competitive advantage and performance of the organization. 

Although a number of research models related to organizational culture have been 

discussed in the study, the researcher has applied Cameron and Quinn (1999), the 

Competing Values Framework (CVF), as it has been established that it is among the most 
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extended and comprehensive model. The model is based on two dimensions i.e. stability 

vs flexibility and internal focus vs external position and thus defines 4 organizational 

culture, i.e. hierarchy, clan, market and adhocracy.  

Only a few studies have tried to highlight the culture in SME industry, however, none 

of studies have focused on same in terms of tele-healthcare industry, thus leaving a research 

gap. Since the main objective for any organization is to achieve performance and 

profitability, it is important to determine the role organizational culture plays in ensuring 

financial and non-financial performance.  

Many research scholars have linked culture with organizational performance as it acts 

a differentiating factor for the organization. However, although there is lot of research 

being done to measure the financial performance of the organization and role of 

organizational culture in same, there is dearth of knowledge about its role in non-financial 

performance in terms of job satisfaction, work-life balance, organizational commitment, 

turnover intention among other variables.  

Although, these variables have been explored in terms of large and multinational 

firms, there is a dearth of information with respect to small and medium sized enterprises, 

which further opens a whole new avenue for the study, in exploring the role of 

organizational culture on performance in tele-healthcare industry within UK.  

Since the present study is multidimensional, the researcher proposes to determine the 

role of innovation as a moderator within the research in aiding effective organizational 

culture and improved organizational performance. Innovation has been considered as a 

precursor in ensuring competitive business landscape and thus organizations are striving to 

foster innovation. More specifically, SMEs have not been able to inter-weave innovation 

within their culture leading to their poor performance specifically in the healthcare sector.  

However, in order to confront the dynamic changes within the organization, adoption 

of innovative strategies is imperative in terms of product, services, marketing and 

organization as a whole in order to ensure organization’s performance. Since there is little 

literature research on the direct role of organizational culture and organizational 

performance, thus, innovation’s role as a moderator will be studied in the present research 

will be used to fill this research gap.  
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In conclusion, although there has been a significant amount of research work on SMEs, 

there is dearth of research on SMEs in the tele-healthcare sector. This study attempts to 

bridge that gap. Moreover, organizational cultural and its impact on the performance on 

SMEs is little explored. This study shall be a valuable contribution in this field. Now it is 

consequential to explore the sector of assisted living technology and tele-healthcare and 

understand the fundamental characteristics and traits of these contemporary healthcare 

practices. This is presented in the next segment. 

 

2.7 Research Developed Model 

Based on the theoretical exploration, the following research model has been 

developed. The scholar attempts to seek answers to the three following questions: 

 H1: What are the profile/characteristics of SMEs’ organisational culture in the Tele-

Healthcare industry in the UK? (on the left) 

 H2: How does SMEs’ multidimensional Organizational Culture (OC) influence 

non-financial (perceived) performance? (OC on the left hand influencing 

performance on the right hand) 

 H3: Does firm’s innovation (Innovativeness: product and process) moderate 

between multidimensional Organisational culture and non-financial (perceived) 

performances? 

 

Figure 2.9: Research Model  

(Source: Compiled by Researcher) 
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2.8 Summary 

There was an extensive literature review carried out for this study. It was observed 

that there was unanimous consent amongst the scholars that the functionality of the 

commercial entities is majorly influenced by the prevalent organisational Culture. A vast 

literature has been reviewed on the concept of organisational culture and most of it fortifies 

the postulation that organisational culture can be regarded as a vital factor for the effective 

and efficient execution of business activities and registering better outcomes. Thus, 

constructive organisational culture can be regarded as a factor that indeed catalyses 

performance augmentation.  

Though, a lot of research work has been done in the field of organisational culture, 

there is relatively less literature on the inter-connectivity between organisational culture 

and non-financial performance of the firms. Moreover, empirical studies linking these two 

are minimal in the field of tele-healthcare, where organisational culture and performance 

are analysed in context of tele-healthcare or the Assistive technology sector of UK. 

The study at hand intends to investigate the relationship between the four cultural 

dimensions proposed by the CVF model: Clan, or group, adhocracy or development, 

hierarchy or hierarchical and market or rational cultures and SME performance. The CVF 

model helps in measuring the organisational culture and it shall be applied to the sample of 

the tele-healthcare SMEs of UK. This shall help in testing the research question, what is 

the organisational culture profile of UK’s SMEs involved in AT industry? The CVF model 

has been widely used and its validity and reliability has been confirmed in multiple studies 

and research papers. But it has not been applied to the tele-healthcare sector so far. This 

chapter has established the theoretical framework pertaining to the CVF model and the 

primary data will be used to test the research question, how does multidimensional 

organisational culture influence SMEs’ Performance? Does innovation plays the role of a 

moderator? 

The performance indicator constructs identified are: product and service quality, 

process quality and job satisfaction. The innovativeness indicator constructs identified are: 

product and service innovation and process innovation. The hypotheses presented in the 

research model have been developed on the basis of the literature review and shall be tested 

using the primary data in the subsequent chapters.  
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3. RESEARCH METHODOLOGY  

 

3.1 Researcher’s Project in Tele-healthcare Industry 

The researcher worked as a research assistant and project coordinator in one of the 

European Union’s flagship research projects, CURA-B, which related to the accurate 

business in the cure and care market in the EU, UK. The £2.7million project was funded 

by the European Union and run by ten partners across four European countries. These 

countries included France, the UK, the Netherlands and Belgium. The partners included, 

UK Partners: Anglia Ruskin University,  HEE (Health Enterprise East) providers of advice, 

funding and support to local NHS innovators, WSH (West Suffolk Hospital), and SCC 

(Suffolk County Council), France Partner: Eurasante (regional economic development 

agency specialized in the health sector), West Flanders (Belgium): In-HAM knowledge 

center for assistive technology, KATHO University research group, POM West-Flanders 

Development Agency, and RESOC (Regional Socio-Economic Development Committee), 

The Netherland (Zeeland): Economische Impuls Zeeland- regional economic development 

agency. 

These ten partners partnered with a view to strengthen their regional health economies 

by way of working collectively. While on the one hand, they filled the gaps between 

businesses in their regions; on the other hand, they focused on bridging the gaps between 

the world of healthcare and social care in their regions. The ultimate desire of these partners 

was to meet the health needs of their people and at the same time, help their regional SMEs 

to grow and develop their businesses. In this way, their participation in the CURA-B project 

was aimed at achieving higher efficiency within their regional healthcare markets. 

At this point, it is imperative to note as to why there was a need for these countries to 

improve or enhance the efficiency in their healthcare markets. The answer to this lies in the 

demographic profile of the population in these countries. These countries inhabit a large 

number of dependent old people who require high quality care and optimal conditions to 

meet their health needs. Coupled with a shrinking work force, this means that these people 

need these services at an affordable cost. Needless to say that due to high costs of personal 

attendants and unavailability of family members for the purpose, there is an even greater 

need for old dependent people to depend on themselves for their health needs. For this, 
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what is needed is their self-empowerment and personalized care by involving them in their 

own care. 

Further, issues like crises arising out of sub-optimal management of chronic health 

conditions with focus majorly directed towards the prevention of these conditions call for 

efficient health services in these regions. This increases the pressure on health care market 

even more. In order to meet these challenges, various innovative products and services as 

well as new organizational concepts have been introduced in the healthcare industry of UK. 

In view of the need of better healthcare in the regions, many companies recognized 

tele-healthcare as a great business opportunity with a lot of scope in the future. However, 

what was needed was a new market approach so that all parties within this business chain 

gain from it and the market flourishes and sustains in the long run. At the same time, it was 

also important that the purpose of the business, i.e., providing health assistance to 

dependent and elderly, be accomplished. 

Thus, this project was started with an aim to improve the wellbeing of people via 

Assistive Technology. The CURA-B project, thus, brought together these ten partners 

which included organizations in the area of economic development, providers of health and 

social care and universities in the 4 different European countries. The project developed 

and tested new business models, conducted communicative interactions and devised 

strategies for smooth and win-win implementation of innovation products and services on 

the social care market. The CURA-B project found newer ways to optimize participation 

and collaboration of three stakeholders groups including social care providers, health care 

providers and private industry (SMEs). Thus, the project was successful in adding value to 

the area of study. 

The researcher worked for the CURA-B project as project coordinator, research 

assistant and data analyst and gained experiences with the CURA-B and the network 

developed in the process has helped the successful conduct of the current study in more 

ways than one. Most importantly the researcher obtained data about the SMEs in UK tele-

health industry for the current research by using the CURA-B network of SMEs in the UK. 

His participation in CURA-B project enabled him to gain access to the TSA which is the 

only formal database to provide SME details in UK. Further, since he worked as a research 

assistant (RA) and data analyst in CURA-B project, he gained practical insights into the 
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research process. This included conducting the survey to gather primary data as well as 

data analysis. 

 

3.2 Research Philosophy 

Johnson & Christensen (2010) define research philosophy as ‘a perspective that is 

based on the set of shared assumptions, values, concepts and practices’. The term research 

philosophy refers to the way a researcher views the world of research wherein knowledge 

is developed and the nature of that knowledge may be anywhere between development of 

a new theory and answering specific problems for a specific institution (Saunders et al. 

2009).  

Research philosophy has been classified into three different philosophies, namely, 

ontology, epistemology and axiology (Blaikie 2009). While some researchers are of the 

view that a single philosophy may be chosen for a study, other researchers vote for 

pragmatism, which means that different questions of a single study may require the 

adoption of different research philosophies (Tashakkori & Teddlie 1998).  

The present research is based on epistemological branch of philosophy. The 

epistemology philosophy pertains to the composition of acceptable knowledge for the 

purpose of a study. It is further classified into positivism, interpretivism and realism. The 

positivism philosophy refers to observing the observable social realities and arriving at law 

like generalizations as the result of the study.  

In this, the sample selected is usually large and quantitative data is used for the 

analysis. Also, when positivism philosophy is used, the study is likely to involve 

formulation and testing of hypotheses with the help of such quantitative data (Remenyi et 

al. 1998). The interpretivism philosophy takes into consideration the way human beings 

interpret the world and realities of the world around them and the way they act on the basis 

of such interpretation. In this, the sample selected may be smaller and qualitative data is 

used for the analysis such that the analysis is aimed at interpreting human attitudes and 

their meanings.  

This philosophy does not advocate law like generalizations and assumes that the social 

world is too complex to be generalized (Bhaskar 1989). The realism philosophy, as the 

name indicates, is much closer to reality than the two philosophies of positivism and 
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interpretivism. This is because this philosophy helps in focusing on independent existence 

of the objects rather than relying solely on human mind (Bhaskar 1989).  

 

Choice for current study 

The central objective of positivism philosophy is that researcher take scientific 

perspective when observing social behavior in order to objectify the analysis. Although 

researchers have also argued that positivism and science are not synonyms reflecting on 

the differences between positivism philosophy and scientific approach. Nonetheless, the 

present research observes positivism philosophy in order to deduce the theory i.e. 

organizational culture impacts the non-financial performance of a SME.  

Further, considerable data has been used in the present research to analyze this large 

scale phenomenon within the tele-healthcare industry. Within the quantitative framework, 

the positivist stance has been adopted by the researcher in order to identify the role of 

organizational culture within SMEs in Tele-HealthCare sector on their non-financial 

performance.  

 

3.3 Research design strategy 

In this section, the three elements of the research design strategy have been explained 

in detail. These elements include the research method, research approach and the research 

strategy. First, the various types of each of these elements are discussed, and thereafter the 

most suitable research design strategy for the current study is chosen keeping in mind the 

aims and objectives of the study. 

 

3.3.1 Research Methods 

The research methods pertain to the purpose for which a study is undertaken. The 

research methods have been classified into three types, namely, exploratory, descriptive 

and explanatory (Robson 2002). 

The exploratory research method aims at understanding ‘what is happening; to seek 

new insights; to ask questions and to assess phenomena in a new light’ (Robson 2002). 

This method explores a less-researched phenomenon and tries to assess whether it is 

feasible to indulge in a deeper study about the topic. The descriptive research method aims 

‘to portray an accurate profile of persons, events or situations’ (Robson 2002). As noted 
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by (Hedrick et al. 1993), this method provides a clear picture of a phenomenon and 

describes the personal characteristics of people as well as their opinions, views and 

attitudes. The explanatory research method attempts to establish causal relationships 

between variables. This method provides explanations for the information provided 

through description.  

 

Choice for current study 

For the purpose of the current study, the researcher has chosen a combination of two 

research methods, i.e., descriptive and explanatory research methods. The exploratory 

research method is not suitable for this study because the topic of the study is well-

researched and there is plethora of literature available in this topic. Based on the literature, 

the variables in the study have been identified which eliminates the need for using 

exploratory method. However, the task of assessing the applicable ones and establishing 

relationships between them is to be accomplished by the current study. The study thus uses 

a combination of descriptive and explanatory research methods. The descriptive method 

has been used to assess the variables which are applicable to the study and explanatory 

method has been used to determine relationships between these variables. 

Further, the descriptive research method has been chosen because the study needs to 

identify the characteristics of organizational culture in SMEs in the tele-healthcare 

industry. Thereafter, the explanatory research method has been used to determine the 

relationship between the organizational culture in SMEs and the non-financial performance 

of these organizations. Also, the role of innovation as a moderator between culture and 

non-financial performance has been assessed using the explanatory research method. 

 

3.3.2 Research Approach 

There are two ways in which research approach has been classified. On the basis of 

the flow of research, a research approach has been classified into inductive and deductive 

research approach. On the other hand, on the basis of data collection and analysis methods, 

a research approach has been classified into qualitative and quantitative research approach. 

In this section, both the classifications and the choice of approaches for the study have been 

duly explained, one by one. 
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 Inductive vs. Deductive 

In case of inductive approach, the flow of the research is downwards from upwards. 

This means that the data collection and data analysis help in arriving at patterns which may 

suggest relationships between variables, if any. This approach helps in arriving at 

generalizations, relationships and theories about the topic (Yin 2003). In case of deductive 

approach, the flow of the research is upwards from downwards. This means that the 

research moves in the direction of hypothesis testing and the results of such testing lead to 

acceptance, modification or rejection of the phenomenon or relationship. Initially, a 

generalized view is adopted which is then followed back in the reverse direction to assess 

whether it is applicable.  

 

Choice for current study 

For the purpose of the current study, the researcher has found deductive approach to 

be most suitable since the study attempts to test hypotheses formulated in the context of 

organizational culture and its impact on non-financial performance and innovation as a 

moderator.  With research positivism philosophy, and aim to measure the impact of 

organizational quantitatively, the researcher adopted deductive approach.  Each hypothesis 

proposed, is assumed which is then tested to assess whether it is accepted or rejected. This 

means that the generalized views regarding the organizational culture in SMEs in tele-

healthcare industry are traced back. 

 

 Qualitative vs. Quantitative 

In case of qualitative approach, the researcher attempts to understand a phenomenon 

in the present context by adopting a naturalistic approach. Rather, the researcher gathers 

data using qualitative techniques like ethnographic interviews and ethnographic 

observations and the data gathered is usually in the form of words or images (Smith & 

Manning 1982). 

On the other hand, in case of quantitative research, the researcher attempts to 

determine, predict and generalize the findings of a study by adopting a traditional scientific 

approach. This means that the researcher uses experimental methods and statistical data to 

test hypotheses based on generalized views. Such an approach emphasizes on 

measurement, comparison and objectivity. In this approach, the data is gathered using 
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quantitative techniques like structured observations and standardized interviews and the 

gathered data is in the form of numbers which is then analyzed using statistical techniques 

(Dodds et al. 1994).The proponents of the quantitative approach claim that their approach 

is ‘inherently preferable’ to other approaches (Kember & Dekkers 1987; Osman & Wagner 

1987). On the contrary, (Smith & Manning 1982) stress that qualitative approach is a better 

choice for initial exploratory research when venturing into an unfamiliar phenomenon.  

 

Choice for current study 

For the purpose of the current study, the researcher chose the quantitative approach. 

The quantitative approach was adopted in lieu of the fact that study was intended to  

measure the relationship between various variables which have been pre-identified Similar 

method involving quantitative approach have been used by many researchers in the past in 

order to study the impact of organizational culture on performance of companies (Lau & 

Ngo 1996; Deshpandé et al. 1993). The quantitative approach selected for the study allows 

the researcher to collect quantitative primary data using surveys conducted with the help 

of close-ended questionnaires. This data is coded in numerical terms and thus can be 

analyzed using statistical tools and techniques. The researcher has applied these techniques 

to the collected data and tested hypotheses formulated. 

 

3.3.3 Research Strategy 

Ary et al. (2009) have classified research strategies into two broad categories, namely, 

experimental and non-experimental research strategies. An experimental research strategy 

is one wherein it is possible to manipulate one or more factors. These include field 

experiments and laboratory experiments. On the contrary, a non-experimental research 

strategy is one wherein there is no explicit manipulation. These include observation, case 

study, surveys, focus group interviews, archival research and correlational research (Yin 

2003). 

According to him, the research strategy should be chosen depending not only on 

research questions and objectives but also on the existing literature available, the monetary 

and time resources available and the researcher’s philosophical outlook towards the study. 

He also noted that a research study may use one or a combination of more than one research 
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strategy as per the needs of the research. Further, in this section, the various research 

strategies are explained one by one:  

Experiment strategy is useful when the researcher aims to study the causal relationship 

between variables involved (Hakim 2000), and is generally applicable in case of 

exploratory and explanatory research designs. Survey according to Fowler (2009) is based 

on primary data collected from a segment of target population and is mostly quantitative in 

nature. Robson (2002), defines Case study strategy as a strategy which is involved in 

empirical investigation of contemporary phenomenon based on real life context using 

multiple sources of evidence. Next strategy i.e. Action Research is based on the opinions 

of practitioners and is repetitive in nature wherein the process, diagnosis, planning, taking 

action and evaluation is repeated over and over again in order to present a theory at the end 

of the research. In case of Grounded theory, the analysis is based on series of observations 

which is not based on existing theories, but is developed to make predictions based on the 

data tested (Suddaby 2006). In the ethnography research strategy, the research is conducted 

strictly within the specific context in which it is intended to be conducted (Atkinson et al. 

2007). Finally, archival research strategy uses administrative records and official 

documents for the purpose of data collection (Bryman 1989) 

 

Choice for current study 

The researcher selected the survey research strategy for the current study. This is 

because the research aims to conduct quantitative analysis to determine and understand the 

organizational culture in SMEs as perceived by the employees working in those 

organizations. The target population is huge however, the sample to be selected is limited 

owing to lack of a reliable data bases, as it’s an emerging industry and almost young . As 

noted earlier, surveys help in collecting data within limited financial resources from a large 

sample. In addition, the study aims to examine the relationship between organizational 

culture in these organizations and their non-financial performance with innovation as a 

moderator. This is possible by way of conducting statistical analysis of the data obtained 

from survey. 
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3.4 Data Collection Means and Protocols 

3.4.1 Data Type 

In general, a combination of primary and secondary data is able to answer the research 

questions. However, sometime, in case of less-explored topics, there is lack of secondary 

data and such research study must rely on primary data for answering the research 

questions. In the present research, both primary and secondary research data has been used. 

For the present research study, documentary secondary data has been used in the form of 

book, journals and many other types of written materials for the purpose of reviewing the 

existing literature. Further, in case of primary data, the data collected from quantitative 

questionnaires.  

The choice of study has been gained by following similar works on organizational 

culture conducted by Agarwal et al. (2003) Kirca et al. (2005) Carmen & María José 

(2008)Davidson et al. (2007) Nybakk (2012) and Lwamba et al. (2013) who selected 

structured and close ended questionnaires for studying the interrelationship between 

innovation, organizational culture and non-financial performance.  

For the current study, the researcher has selected questionnaire for the purpose of 

primary data collection. This close-ended questionnaire has been used to conduct surveys 

among the respondents from the target population. This data collection tool has been used 

because the study is descriptive and explanatory in nature. Descriptively, the nature of 

organizational culture in SMEs in tele-healthcare industry has been determined by 

including questions related to the various factors pertaining to organizational culture. 

Explanatorily, the relationship between such organizational culture and the non-financial 

performance of these organizations has been analyzed by including questions based on such 

relationship. Also, the innovation factor in these organizations has been studied as a 

separate section in the questionnaire. 

 

3.4.2 Sampling Plan 

A research study is almost always constrained by limited time, access and resources 

which do not allow the researcher to collect data from all members of the target population. 

Sampling comes to the rescue of such researchers by allowing them to select a relatively 

small representative sample out of the target population from which data can be collected 

within the available time and resources (Singh 2003; Cochran 1963). Sampling techniques 
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have been classified into two types, namely, probability sampling and non-probability 

sampling. Further, in this section, both these techniques are explained along with their sub-

classifications: 

Probability sampling techniques are those wherein there is an equal and known 

chance for each subject to be selected out of the population. Samples drawn using these 

techniques are usually a good representative of the target population and thus it becomes 

easy to generalize the findings of such a study and are used in quantitative research 

approaches (Daniel 2011). On the other hand, Non-probability sampling techniques are 

those wherein there is unequal and unknown chance of each subject to be selected out of 

the population (Daniel 2011). Both probability and non-probability sampling techniques 

are sub-divided into different types.  

For the current study, simple random sampling technique has been used to select 

sample. It may be noted that there is acute lack of databases providing data regarding the 

SMEs in tele-healthcare sector in UK. The Tele-care Service Association (TSA) is the only 

big umbrella with formal and reliable database regarding tele-health, tele-care, and tele-

medicine and in general for E-health companies in UK. Therefore, TSA has been taken as 

the major source for the purpose of this study from where details like names and contact 

numbers of the SMEs were obtained. 

As discussed earlier, for the purpose of this study, small companies are considered to 

have 10 to 49 employees and medium sized companies have 50 to 249 employees. Also, 

these companies have an annual turnover not exceeding 50 million euro and an annual 

balance sheet not exceeding 43 million euro. This is duly in line with the UK definition of 

SMEs as discussed in the literature review. According to TSA, there are 313 companies in 

the tele-healthcare industry in the UK, out of which 105 companies are private and non-

governmental. Thus, the employees working in 105 SMEs in tele-healthcare industry of 

UK are the target population for the purpose of this study. 

The sample comprised of employees across all levels within the organization including 

labor class, supervisors, middle level managers, administrators and senior level managers. 

This is because the purpose of the study is to understand the nature of organizational culture 

and related aspects in these organizations and employees of all levels are likely to 

experience such culture and its impacts in their respective organizations. However, it is 
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difficult to articulate the average participation rate per company owing to prevalence of 

anonymity within the survey.  210. 

Further, since the researcher has close relations with the TSA because of his past work 

in CURA-B project due to which they agreed to help and support the researcher in data 

collection. The researcher contacted 105 small and medium sized companies in the tele-

healthcare industry of UK and requested for submission of filled questionnaires by as many 

respondents as possible from each of the companies. The researcher sent the questionnaires 

to the SMEs by e-mail using university facilities as well as posting hard copies upon the 

companies’ request, and successfully obtained the required responses. 

 

3.4.3 Questionnaire and its administration 

 Questionnaire construction 

As discussed by (Dillman 2007), a questionnaire may include opinion variables, 

behavioral variables or/and attribute variables. The questionnaire constructed for the 

current study uses behavior variables to ask questions regarding the respondents’ behavior 

and attitude to determine the organizational culture of these organizations. Further, opinion 

variables have been used to analyze the non-financial performance of these companies as 

perceived by the respondents. Here, the respondents’ perceptions regarding product and 

service quality, process quality and job satisfaction are analyzed to establish relationship 

between them and organizational culture, if there lays any such relationship. Lastly, opinion 

variables are used to study their opinions regarding the product and service innovation and 

process innovation in these firms. Again, innovation has been studied as a moderator 

between organizational culture and non-financial performance of these SMEs. 

The questionnaire used for conducting the surveys contains close-ended questions. 

The researcher has ensured that the questionnaire has been designed keeping in mind the 

research objectives, research questions and research hypotheses formulated for the study. 

Also, it was ensured that the layout of the questionnaire was pleasant for the respondents. 

The questionnaire included list of questions to obtain information regarding the 

demographic profile (age, gender, work experience, education level and role in the 

company) of the respondents and regarding the general information of their companies. 

Similarly, company information like location, employees and working was also obtained 

using list questions. The questionnaire also included rating questions to identify the 
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characteristics of organizational culture in these organizations. The concepts related to 

organizational culture are based on the ‘Competing Values Framework’ developed by 

(Prajogo & McDermott 2011) in his paper ‘The relationship between Multidimensional 

organizational culture and performance’.  

They examined multidimensional relationships between different types of 

organizational culture and organizational performance and found significant correlations. 

They considered four cultural dimensions, namely, group (clan), developmental 

(adhocracy), hierarchical (hierarchy), and rational (market). Similarly, the questionnaire 

includes questions based on these four cultural dimensions. The questions in this section 

used Likert scale for responses. As noted by (Dillman 2007), in case of multiple statements, 

it is important that the responses are kept in the same order so that the respondents do not 

get confused. Thus, to ensure this, Likert scale was used from ‘Strongly disagree’ to 

‘strongly agree’ for all the statements throughout the questionnaire. 

Further, the next section focused on analyzing the non-financial performance of these 

SMEs. Prajogo & McDermott, (2011) analyzed the impact of organizational culture on four 

types of performance, namely, product quality, process control, product innovation, and 

process innovation. The current study used similar measures of organizational non-

financial performance, namely, product and service quality, process quality and job 

satisfaction. This section includes matrix questions. Matrix questions are questions which 

pertain to the same category or are similar to each other and all of them require responses 

on a scale.  

In the questionnaire, for example, all statements related to one of the factors of non-

financial performance of the SMEs, product and service quality, are required to be rated on 

a Likert scale. Similarly, other two factors, process quality and job satisfaction, also used 

matrix questions. In the last section related to innovation capabilities of SMEs, the two 

factors, product and service innovation and process innovation also used matrix questions 

with Likert scale for responses. Before administration of the questionnaire for final survey, 

a pilot test on 10 employees of every selected SMEs were conducted to understand the 

validity of the questions posed.  
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3.4.4 Questionnaire administration 

As already noted, the main source of companies is the TSA database. Also, due to his 

past involvement with the CURA-B project, the researcher was in touch with most of these 

SMEs and was able to successfully convince them to answer the questionnaire. A cover 

letter and participant information page, which was carefully drafted, was sent across to the 

SMEs informing them about the purpose of the research. The importance of cover letter 

and information sheet has been noted by (Dillman 2007). He noted that a well-drafted cover 

letter can help in increasing the response rate in surveys. 

The companies were requested to encourage as many employees to participate as 

possible, regardless of their position or designation in the company. Next, the questionnaire 

was sent to them via web link and also, the hard copies of the questionnaire were sent across 

to their registered offices of the selected 105 SMEs upon their request for the hard copies. 

Next, the researcher tried to ensure that the questionnaires were duly filled by chasing the 

companies and repeatedly requesting for the same. The researcher mailed the first follow-

up one week after sending out the questionnaire to all recipients. The respondents who had 

filled the questionnaires were thanked for being quick and the remaining respondents were 

reminded to answer it. The second follow-up was sent another two weeks later to those 

respondents who had not yet responded. They were requested for their time to fill the 

questionnaire. There was no need of a third follow up mail since the required sample size 

was achieved. Lastly, the researcher duly thanked the participants and the participating 

companies for their support towards the research. The entire process of data collection for 

primary research took a period of about 6 weeks (Mid July to End August). 

 

3.5 Data Analysis procedures  

The primary data collected for the study has been obtained from survey using close-

ended questionnaire and is thus quantitative in form. Prior to analysis, quantitative data 

does not make much sense. It must be processed and analyzed to convert it into meaningful 

and useful information. In general, analysis techniques like frequency analysis and 

correlation and regression and charts, graphs and tables are used to present such data. 
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3.5.1 Quantitative Analysis 

The data obtained from the filled questionnaires was first coded and converted to 

numerical form. Thereafter, it was transferred to Microsoft Excel 2010 file from where it 

was transferred to SPSS 20.0 data file. This data includes nominal data as well as ordinal 

data. After obtaining all data in SPSS data file, it was analyzed using statistical techniques 

including frequency analysis and correlation and regression analysis. These statistical 

techniques have been chosen on the basis of the research questions, research objectives and 

research hypotheses formulated for the study (Gaur & Gaur 2006). These tests provided 

results in tabular form which were then presented using charts, graphs or tables for better 

and clearer understanding. The researcher has conducted descriptive and inferential 

analysis of these results. 

 

3.6 Verifying Data Accuracy 

In order to verify data accuracy, two things must be ensured, namely, data validity and 

data reliability. Both these aspects of data accuracy verification are explained one by one 

in this section. 

 

3.6.1 Validity 

Validity refers to ensuring that the study has been able to measure or find what it 

claims to measure or find (Bollen 1989). Since the current study is quantitative in its 

approach, further discussion on validity is specifically focused on validity as applicable in 

quantitative studies. 

According to Newman & Benz, (1998), ensuring measurement validity implies 

ensuring that the measuring instrument used to collect primary data has been able to 

measure what was required to be measured. According to them, design validity comprises 

of internal validity and external validity. While internal validity aims at determining 

whether independent variable has a cause-and-effect relationship with the dependent 

variables; external validity refers to the ability to generalize the results of a study to similar 

situations. However, they noted that for a study design to be internally valid, it must first 

have measurement validity. Thus, measurement validity is a part of internal validity. 
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Ensuring validity for current study 

For the purpose of the current study, the researcher has ensured all the above types of 

validity. Statistical conclusion validity has been ensured by testing the null hypotheses 

formulated for the study which pertained to the relationship between organizational culture 

and non-financial performance of the SMEs and also tested the role of innovation as a 

moderator. 

Internal validity has been ensured by conducting a pilot study among 30 samples to 

test the efficacy and adequacy of the measuring instrument. This was done to assess 

whether the questionnaire was capable of giving valid and reliable results. Also, it helped 

in ensuring that the respondents do not face any issues while answering the questionnaire. 

Bell, (2005) noted the importance of pilot testing and stated that ‘however pressed for time 

you are, do your best to give the questionnaire a trial run’. He insisted that for a 

questionnaire to be successful in providing required results, it must go through a pilot 

testing. 

In addition to the above, it was ensured that the measuring instrument, quantitative 

close-ended questionnaire, is valid and concrete. This was done by developing the 

questionnaire based on previously tested questionnaire by other scholars and researchers. 

The questionnaire for the study used the framework already used and successfully 

implemented by Prajogo & McDermott, (2011). 

 

3.6.2 Reliability 

Reliability measures the extent to which the data collection and data analysis tools, 

techniques and procedures chosen for a study will result in similar findings if research is 

conducted by some other researcher, at a different point of time in different situations 

(Easterby-Smith et al. 2008). Thus, reliability refers to the robustness of the questionnaire. 

Ensuring reliability for current study 

For the current study, the researcher has tested reliability of the data by ensuring 

internal consistency. For this, the researcher has used Cronbach’s alpha coefficient. As 

noted by Cronbach & Gleser, (1957), the results of a study are reliable if the value of the 

coefficient alpha is more than 0.70. The researcher conducted this reliability test using 

SPSS 20.0 and the coefficient value was found to be 0.87 which means that the data is 

reliable. 
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3.7 Limitations of the methodology 

Every research study has its limitations and it is very important to mention them so 

that the results of the study can be considered in full view of these limitations. Also, it helps 

in reflecting maturely on the extent to which the results of the study can be treated as true. 

However, they should not be viewed as weaknesses of the study since it is not possible to 

conduct a study without any limitations. Following are the limitations faced during the 

conduct of this study: 

1. The current study is based in UK only. Thus, the study is limited from being 

universal in nature. Yet it may be noted that it was virtually impossible to conduct 

the study across all geographical locations of the world, thus, the researcher has 

chosen UK as the research area where the tele-healthcare industry is booming more 

than most other locations. 

2. The study is time bound and resources bound. This means that the researcher had 

limited time available to complete the study. Similarly, there were limited financial 

resources which could be used to complete the study due to which the researcher 

had to limit the scope of the study. 

3. The study is quantitative in nature and ignores the qualitative aspect of 

understanding organizational culture. Since organizational culture is concerned 

with behavior, attitudes and perceptions of people, a qualitative study could help in 

deeper understanding of these attributes. However, it has been noted previously that 

past studies also use quantitative approach rather than qualitative approach which 

validates the usage of the same for the current study. 

 

3.8 Ethical Considerations 

Cooper & Schindler, (2008) defined ethics as the ‘norms or standards of behavior that 

guide moral choices about our behavior and our relationships with others’. Ethics in 

research may be understood as the responsibility that falls on researcher towards the 

subjects or respondents wherein the researcher must ensure protection of their rights 

throughout the process of research. 

For the purpose of the current study, the researcher has adopted the deontological 

approach wherein it has been ensured that the research design, conduct of survey and data 
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analysis have been conducted ethically and the results have thus been derived from a fully 

ethical research study. 

 

Ethical issues 

Further, various ethical issues which have gained attention of researchers have been 

discussed. Also, their applicability in the current study has also been indicated. The ethical 

issues faced during the study included the following: 

1. Voluntary nature of participation: As noted by (Sekaran 2003; Robson 2002), it is 

important that the participants consent to participate voluntarily and there is no 

pressure on them to participate in the research. Also, they must be allowed to 

withdraw from the research as and when they wish to. 

For the current research, the researcher obtained prior consent from the respective 

organizations. Thus, it was ensured that full consent of the participants was obtained 

regarding their participation in the research. 

2. Possible deception of participants: Sekaran, (2003) & Zikmund, (2000) noted that 

despite obtaining the consent of the participants, there are chances that their 

informed consent may not have been obtained.  This means that it is necessary that 

the participants are well-informed about the nature and purpose of the research and 

the way the data obtained from them is going to be analyzed by the researcher in 

the later stages. 

For the current study, the researcher duly informed the participants regarding the 

nature and purpose of the research via a cover letter which detailed these aspects. Thus, 

the researcher obtained informed consent of the research participants. 

3. Confidentiality and anonymity: Penslar, (1995) noted that it is important to 

maintain confidentiality of the data that the research participants provide. At the 

same time, it is also required as per ethical code of conduct that the names and 

identities of the participants are not revealed and anonymity is ensured. 

For the current study, the researcher ensured that the data was kept as confidential 

and anonymity of the research participants was duly maintained. 

4. Comfort-ability and harmless nature of data collection process: It is important 

that the data collection means used by the researcher do not cause any type of 
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discomfort, harm, stress or embarrassment to the research participant (Cooper & 

Schindler 2008). 

For the current study, the researcher ensured that the data collection process 

(survey using questionnaire) did not cause any of the above to the respondents. Since 

the questionnaires were mailed to them, they were at the liberty of filling them as and 

when they felt comfortable and relaxed. 

5. Comfort-ability and harmless nature of data analysis process: Cooper & 

Schindler, (2008) noted in this regard that the data analysis procedures used for a 

study should not in any way cause harm, embarrassment, stress or discomfort to the 

research participants. 

For the current study, the researcher ensured that the data analysis procedures 

which included statistical techniques did not cause any of the above to the respondents 

of the survey. 

 

3.9 Summary of the chapter 

In this chapter, it has been discussed that the participation of researcher in the CURA-B 

project has been very helpful for the study. The research philosophy chosen for the study 

is epistemology-positivism philosophy. The research design strategy chosen for the study 

includes the research methods descriptive and explanatory research methods as a 

combination, deductive approach coupled with a quantitative approach and the research 

strategy of a survey. Further, documentary secondary data and primary data collected using 

questionnaires have been used for the study.  

Sampling has been done using simple random sampling technique wherein employees 

across all levels are included in the sample. Further, questionnaire comprised of close-

ended questions which included list questions, rating questions and matrix questions which 

was duly administered by the researcher. The data obtained from survey was analyzed 

using statistical techniques using the SPSS 20.0 software. Further, the researcher ensured 

validity of data by conducting a pilot study prior to actual survey.  

Reliability was also duly ensured by testing internal consistency by way of calculating 

Cronbach’s alpha coefficient using SPSS 20.0 software. Further, the limitations of the study 

have been mentioned. The researcher chose deontological approach towards ethics and 
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ensured that all ethical issues were addressed. All research ethics were duly observed 

throughout the research process. 
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4. DATA ANALYSIS AND INTERPRETATIONS 

 

4.1 Introduction to Chapter  

This research aims to study the organizational culture of the Small and Medium 

Enterprises in the tele-health care industries in the UK. In addition to this, the effect of the 

organizational culture on the non-financial performance of the SMEs in the tele-health 

sector has also been examined.  In order to study this effect, primary data was collected 

from selected 210 employees working in various SMEs in UK providing various goods and 

services related to tele-healthcare sector.  

This chapter provides a detailed analysis of the primary research adopted for this 

study, i.e. survey of the 210 employees in UK’s tele-healthcare sector. Frequency analysis 

has been performed on all the variables in the questionnaire. The frequency analysis 

provides a general overview about the profile of the respondents as well the SMEs in the 

UK which provide the background for the further analysis. Data has been represented in 

the tabular, graphical and text form. 

In order to determine the reliability of the measuring instrument, cronbach alpha 

analysis was conducted on each of the four sections within the study. Next the 

demographics of the sample population were presented in terms of age, gender, working 

experience within the organization, marital status, education qualification, role in the 

company. Further, once the demographic profile of the respondents was determined the 

researcher discussed about the overall company profile of the participating SMEs in terms 

of engagement in terms of goods and services, age of the company, number of employees 

within the company, involvement in the overseas business, and location within UK.  

Further, the researcher conducted descriptive analysis to assess the organizational 

culture within the participating organizations. Since there are four cultures which can exist 

within the organization, influence of each of the cultures has been studied in the next 

section. Frequency analysis for every culture i.e. Clan/group, developmental/adhocracy, 

hierarchical and rational/market culture was conducted and presented using tables and 

figures.  

Finally, the performance of the organization was assessed descriptively in terms of 

goods and services. The outcomes of organizational performance i.e. process quality, job 
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satisfaction and innovation capabilities were reviewed descriptively. Overview of product 

and process innovation was also determined with respect to competitors in order to 

determine the market leaders within the case organizations.  

 

4.2 Reliability of Study  

Before analyzing the data it is important to check the reliability and validity of the data 

which has been collected using the primary survey. The reliability of measuring instrument, 

i.e. the questionnaire will enable the researcher to draw accurate inferences from the 

findings of the study. To check the reliability of the data the Cronbach’s α for the variables 

explaining the organizational performance has been calculated. The four sections for which 

the reliability test was conducted include Group/clan, Developmental/adhocracy, 

Hierarchical and Rational/Market. Similar variables were used by (Prajogo 2011) to study 

the relationship between multidimensional organizational culture and performance. The 

results for the Cronbach’s α are shown in the table below.  

 

Scales  Statement  

Cronbach’s 

α ** 

Group/Clan 

Participation and open discussion 

0.887 
Empowerment of employees to act 

Assessment of employees' concerns and 

ideas. 

Human relations, teamwork and cohesion 

Developmental/Adhocracy 

Flexibility, decentralization 

0.781 Expansion, growth, and development 

Innovation and change 

Creative problem solving processes 

Hierarchical 

Routinisation, formalization and structure 

0.654 Stability, continuity, order 

Predictable performance outcomes 

Control and centralization 

Rational//Market 

Task focus accomplishments and goal 

0.75 

 Direction, objective setting and clarity of 

goal. 

efficiency, productivity and profitability 

Performance Outcome excellence and 

quality 

Table 4.1 checking the reliability of the data 
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α** The values of Cronbach’s α has been calculated for each of the organizational 

culture after aggregating the sub elements in each culture. Each organizational culture 

consists of four sub elements and the Cronbach’s α was calculated on the aggregate value, 

so that the results can be presented only on four organizational culture.  

The results presented in the table shows that all the values are more than the minimum 

criteria of 0.6, so the data are reliable and the data can be used for the further analysis. The 

validity of the data has also been checked on Cronbach and in line with previous researches 

and studies which has been used the same way. So it was found that the collected data are 

valid and the results from the analysis can be generalized.  

 

4.3 Demographic Profile of the respondents 

4.3.1 Age of the Respondents 

Since the study is based on the Small and Medium Enterprises (SMEs) in the UK the 

data has been collected among 105 SMES operational in the UK and are providing business 

solutions in the tele healthcare sector. According to the TSA there are in total 313 

companies which are in the business of tele health care in the UK and among 313 

companies 105 Small and Medium Sized companies are either private or non-

governmental. The close ended questionnaire was sent to 105 selected SMEs employees 

from 38 companies responded to the survey. The Table below presents the findings of the 

study.  

 

Age of the respondents 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 18-24 years 29 13.8 13.8 13.8 

25-34 years 54 25.7 25.7 39.5 

35-44 years 79 37.6 37.6 77.1 

45-54 years 19 9.0 9.0 86.2 

55-64 years 23 11.0 11.0 97.1 

Prefer N 6 2.9 2.9 100.0 

Total 210 100.0 100.0  

Table 4.2: Age of the respondents 

 

As indicated in the table, most of the respondents (37.6%) were in the age group 35-

44 years. Further, 25% of respondents in the sample were aged between 25 – 34 years. The 
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proportion of the employees who were more than 50 years and between 18 to 24 years were 

less compared to the other age group 11 % and 14 % (approximately) respectively. Around 

3 % of the respondents did not disclose their age group. This shows that most of the 

employees in the tele-health sector in UK are young reflecting on the dynamism of the 

sample within the study.  

According to the report of the Business Statistics till 2014 there were 5.2 million 

businesses in the UK and among them 99 % of the business are SMEs (Stockwood 2011). 

The SMEs in UK are those businesses where the number of employment is less than 250 

people. The average age of the worker in these SMEs is between 24- 35 years. So the result 

from the current study is in line with the previous studies done on SMEs in the UK. 

Similarly another study conducted by the CIPD on the age diversity of employees in the 

SMEs in UK. The report shows that 44 % of the employees in the SMEs in the UK are 

between the age group 21-44 and only around 20 % are above the age of 50 (The Telegraph, 

2012).  

Therefore, it should also be noted that the number of respondents in above 50 years 

age group is small since Tele-healthcare is a relatively new industry and not many people 

would be aware of same. The same report has also find out that the age diversity in SMEs 

are important  and the main advantage of having age diversification in SMEs includes 

Knowledge sharing, improved problem solving and enhanced customer service. With 

diversification in the age there is more probability of having employees with different work 

experience and knowledge (The Telegraph, 2012). The young people in the organization 

are usually more enthusiastic towards the work while older employees can provide the 

efficient plan and ideas to the organization. The mixture of these experience and 

enthusiasm may have significant positive effect for any organization.  

 

4.3.2 Gender  

In terms of gender, the results from the primary survey shows that among the 210 

respondents around 66 % are male and around 31 % are female. Rest of respondents i.e. 

3% did not disclose their gender. This shows that the most of SMEs in UK are male 

dominated culture with less emphasis on female population. According to the index Mundi 

the out of the total population in UK 50.79 % are females and 49.2 % are men in 2014. 
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Similarly a study shows that there has been improvement in the female’s participation in 

the UK but it is still behind other European countries (Department for Business 2014). 

Gender 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 

Female 66 31.4 31.4 31.4 

Male 138 65.7 65.7 97.1 

prefer n 6 2.9 2.9 100.0 

Total 210 100.0 100.0  

Table 4.3: Gender of the respondents 

 

According to the report of Department for Business (2014), in terms of the female led 

SMEs in the UK, the statistics reflect an alarming 20 % SMEs in the UK are only led by 

female, further, the statistics also indicated that women occupy only 23% in the board of 

SMEs.  Inferences based on both primary and secondary indicate that the SMEs in the UK 

is still male dominated however the participation of females in SMEs is increasing.  

A study by Woldie et al. (2008) on factors influencing the small and medium 

enterprises shows that the proportion of the male owned SMEs is higher than the female 

owned SMEs and also the failure probability of the SMEs owned by female is higher when 

compared to male owned SMEs. Reasons given by author for high female failure in SMEs 

include the stringent collateral, limited access to credit and the double responsibility of 

women in office and home. This study is also supported by the finding of from Carter & 

Jones-Evans (2000). 

 

4.3.3 Working experience within the company 

Next the respondents were asked about their working experience in their current 

company. The results indicated that more than 65 % of the respondents have less than 5 

years of experience in the current company with most of employees with one year of 

experience in the present company. The proportion of employees working in the company 

for more than 5 years is only around 25 % and only 10 % of the employees are working for 

more than 10 years. The results are in sync with the findings of the age of the respondents, 
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since the working population in Tele-healthcare marketing company is young, the years of 

experience which they have is small.  

 

Figure 4.1: Work Experience of the respondents 

 

One of the reasons for the short working experience of the employees in the SMEs in 

the tele-healthcare industry is may be because the tele-health industry is a new industry. 

Another reason can be explained from the report of the business statistics of the UK 

according to which only in 2013 there were around 346000 business birth and around 

238000 business deaths in the UK (Business Statistics 2013). This shows that the  entry 

and exit of SMEs in UK is very frequent so the employees also do not get chance to serve 

longer term in the same company either because it shut down or may be because they keep 

changing their job for better opportunities.  

 A report by The Telegraph (2015) also shows that most of the employees in SMEs in 

the UK do not highly engage in their work. According to the report only one third of the 

employees in the small business in UK are highly engaged in their work. Similarly, the 

productivity of the UK employees is around 20 percent which is less than the average of 

G7 countries and the employment engaged in the UK needs to be seriously addressed. 
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4.3.4 Marital Status 

The results of the marital status of the respondents are shown in the table below.  The 

results show that more than half of the employees (54%) in the SMEs in tele-health sector 

are married while 41 % are single. Rest of the 5 % did not answer. 

 

Are you currently: 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 

Married 115 54.8 54.8 54.8 

No Answer 9 4.3 4.3 59.0 

Single 86 41.0 41.0 100.0 

Total 210 100.0 100.0  

Table 4.4: Marital Status of the respondents 

 

4.3.5 Educational Qualification 

Educational qualification of the employees is one of the most important factor which 

can have significant impact on the organizational performance of the company and also on 

the overall success of the company. The data collected for the current study in terms of 

educational qualification of the employees is shown in the following table. 

 

Educational qualification of the respondents 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 

Bachelor 59 28.1 28.1 28.1 

Doctorate 15 7.1 7.1 35.2 

High school 30 14.3 14.3 49.5 

Master’s 61 29.0 29.0 78.6 

Some col 40 19.0 19.0 97.6 

Some high 

School 
5 2.4 2.4 100.0 

Total 210 100.0 100.0  

Table 4.5: Educational qualifications of the respondents 
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Results indicate that most of the employees (57 %) in the sample population have at 

least a bachelor degree (29 % master degree and 28 % bachelor degree). Also 7 % of the 

employees in these companies hold doctorate degree. Proportion of employees holding 

some college degree and higher secondary degree is only 19 % and 5 % respectively. The 

results for the educational qualification show that major proportion of respondents in the 

sample population was well educated to participate and understand the aim and objectives 

of the study.  

This results are in the line with the fact that the literacy rate (for above 15 years) in the 

UK is around 99 %. 

Carter & Jones-Evans (2000) reflect on the importance of employees and employer 

education on the growth of SMEs. The research findings indicate that that the education 

has huge influence on the overall functioning of the company and in the SMEs as it 

contributes to overall increase in the longevity of the company.  

 

4.3.6 Role in the company  

In the primary survey, the respondents were also asked about their role in the company. 

This will help the research to know about the different types of role played by the 

employees in SMEs which are engaged in the tele-health sector in the UK. The results in 

the primary survey are presented in the table below. 

 

Which of the following best describes your role in your company? 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 

Administration 31 14.8 14.8 14.8 

Consultant 19 9.0 9.0 23.8 

Junior Management 9 4.3 4.3 28.1 

Middle Management 39 18.6 18.6 46.7 

Support Staff 82 39.0 39.0 85.7 

Upper Management 30 14.3 14.3 100.0 

Total 210 100.0 100.0  

Table 4.6: Role of the respondents in the company 
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As shown in the above table among the 210 respondents included in the primary 

survey most of the employees (39%) were working as support staff while 14 % of the 

employees indicated to be working in administration and same percentage of the employees 

were involved in upper management role. Similarly, around 18 % of respondents indicated 

that they were part of the middle level management whereas only 4 % of them were 

employed as junior management.  

One possible reason for more number of the employees working as the support staff 

in the SMEs is may be because in the collection of data more of the support staff responded 

to the study when compared to the higher level officers. Further, in the tele health industry 

the main aim of the company is to provide the health care service to patients either offline 

or online, so the company requires more supporting staff to handle the patients.  

 

4.4 Company’s general information 

This section will provide the overview of the SMEs which were included in the 

primary survey based on the information given by the responses of the employees. This 

will help the researcher to understand the basic structure of the SMEs that are engaged in 

providing the tele- health services in the UK.  

Also with the structure of the company it will be easy to analyze the results based on 

the various characteristic of the SMEs such as location, number of employees, goods and 

services offered etc.  

 

4.4.1 Whether engaged in the production of goods or services (or both)  

There are different categories of SMEs in the tele-health services. Some of them are 

engaged in only providing goods (such as production of various assisted living technology) 

or only providing services (such as Tele-medicine, web-based services, software and so on) 

or providing both goods and services.  

To understand the distribution of the SMEs in terms of activities the employees were 

asked to provide the information related to the same. Results obtained from the survey are 

presented in the following table: 
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Product or service provided 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 

Production of goods 84 40.0 40.0 40.0 

Providing of services 64 30.5 30.5 70.5 

Production of goods and 

providing services 

(Both) 

62 29.5 29.5 100.0 

Total 210 100.0 100.0  

Table 4.7 Distribution of SMEs in terms of the production and services or both 

 

As shown in the table 40 % of the respondents working in SMEs were are only engaged 

in production of goods and around 31 % of the workers are from those SMEs which are 

engaged in providing services only related to tele-health. Similarly, 29 % of the workers 

included in the survey are from those SMEs which are engaged in both the production of 

goods and services.  

 

4.4.2 Age of the company 

According to the report of Office for National Statistics (2012) tele-health care 

industry has been promoted in the UK in the recent years because of the growing old age 

population.  

It has been seen that during the period 2006-2008 the authorities in the UK had 

received more than 80 million dollars in the form of the preventative technology grants 

with the aim of setting up the innovation related to the tele-health. This has also been 

promoted by the UK government so that the medical services to the patient can be provided 

in their residence which will reduce the avoidable admission in the hospitals and residential 

care.  
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Figure 4.2: Age of the company 

 

For this research, the respondents were asked about the age of the company in which 

they are currently employed in order to determine the years from when the growing 

importance of SMEs in tele-healthcare industry has been initiated. The results of the survey 

indicated that most of the SMEs are in the business for more than 10 years but less than 15 

years. Only a few numbers of the SMEs are in the business for than 15 years. This results 

match with the previous results that rise of the SMEs in the tele-health sector has increased 

only in the recent years. 

The age of the company and the success of the SMEs are also closely related as shown 

by the study of Storey, (1994) & Barkham et al., (1996). Authors show that the new firms 

grow fastest as compared to the old companies in The United States and The United 

Kingdom.  

 

4.4.3 Number of employees in the company 

In the UK one of the criteria to define the SMEs is that the number of employees in 

the company should be less than 250 and if the number of employees is 250 and above then 

it is not considered as a SME. In the survey conducted for this research, the respondents 

were also asked about the total number of employees in their company. This will help to 

segregate between Small and Medium Enterprises in the UK (however in the definition of 
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SME in the UK micro industry is not included, which is included in the definition given by 

European Union).  

The responses of the respondents are shown in the following table: 

 

How many employees are working in your company? 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 

0-49 

employees 
5 2.4 2.4 2.4 

1-9 

employees 
12 5.7 5.7 8.1 

10-49 

employees 
99 47.1 47.1 55.2 

250+ 

employees 
3 1.4 1.4 56.7 

50-249 

employees 
91 43.3 43.3 100.0 

Total 210 100.0 100.0  

Table 4.8: number of employees in the company 

 

According to the SMEs definition followed by the UK any company which has less 

than 50 employees and the total turnover is below £ 2 million then it is known as the small 

business. Further, the medium business is that business where the number of employees is 

less than 250 and the total turnover is under £ 50 million. As shown in the table most of the 

companies in the tele-health industry in the UK are small businesses and the proportion of 

the medium business is around 44 %.  The proportion on micro business (with less than 10 

employees) is only around 5 %.  

According to the report from Department of Business Skill and Innovation (2014) 

indicates that most of businesses in the UK are small business which account for around 

48 % of the total employment. However in terms of turnover the small business only 

accounted for 33 % of the total turnover. The proportion of the medium sized industry is 

significantly less when compared to small businesses. Also the medium-sized industry only 

creates the 12 % of the employment and the contribution in turnover is just above 13%.  

The large industries in the UK are only 0.1 % of the total business in the UK. However, 

the contribution in employment and turnover is significantly higher 40 % and 53 % 

respectively. The report also shows that the distribution of the business in terms of size has 
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changed after 2000. There has been 91 % growth in the business without employment since 

2000 and the total number of non-employing business has increased to 4 million in early 

2014 from 1.6 million in 2000 with increase of 68%.  

 

4.4.4 Involvement in the overseas business 

In the recent study by KPMG (2014) on the overseas opportunities captured by the 

SMEs in the UK shows that around 36 % of the SMEs are not interested in exploring the 

business outside the UK. The survey was conducted among 1100 SMEs and the main 

reasons cited for not opting for overseas businesses were; long and complex business 

procedures, lack of contacts in foreign countries and lack of tax incentives (Country 

Financial Group 2014).   

The reports also indicate that only 20 % of the SMEs in the UK are generating the 

revenue outside the country which is less than the 30 % in Italy and 25 % in Germany. 

However, the government in the UK is encouraging the SMEs to invest in the overseas 

market and the government is expected to provide support and advice to the SMEs to enter 

the overseas market. 

The current research is mainly based on the SMEs in the tele-healthcare sector in the 

UK. To know the status of these companies in the overseas market the respondents involved 

in the sample were asked whether their company is engaged in the overseas business or 

not. The results indicate that around 60 % greed that they have set-up outside UK and 

around 40 % denied same. This indicates that nearly half of the SMEs are comparatively 

new and thus have not ventured into overseas market.  

Is your company involved in any kind of overseas activity? (Such as 

Exporting, Importing, Service outsourcing, etc.) 

 Frequency Percent Valid Percent 
Cumulative 

Percent 

Valid 

No 85 40.5 40.5 40.5 

Yes 125 59.5 59.5 100.0 

Total 210 100.0 100.0  

Table 4.9: Involvement in overseas business 
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As already mentioned in the previous paragraphs, the main barriers for the SMEs to 

not get involved in overseas market can be attributed to the legal and procedural delay in 

foreign country. Similarly, the tele-health sector is basically providing services to the older 

age population who requires special care. The SMEs which are involved in the production 

of the tele-health products may face problems related to the patent of the technology and 

other legal service. It can also be inferred that the tele-healthcare industry is currently a 

emerging industry which may not be popular in other countries and wherever it is popular 

there may be the local SMEs who are already operating in those countries which may have 

cost and preference advantage over the SMEs based in the UK.  

 

4.4.5 Location 

To examine the distribution of the SMEs in the tele-health sector across the employees 

in the survey were asked about the location of their companies. The question was asked to 

determine the areas where the concentration of SMEs is higher in order to draw inferences 

about the demographic profile of patients situated in the area and economic condition of 

the area, such that tele-healthcare is affordable in the city. The results from the survey are 

presented in the following diagram.  

 

 

Figure 4.3: Location of the SMEs 

 

As shown in the figure above most of the SMEs in tele-health care sector are located 

in London which is followed by South East region.  Other location includes, South West 
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(5 %), East midlands (6 %), Northern Ireland (5 %), North West (4 %), West Midlands (5 

%), North East (1 %) and Scotland (1 %). There were no SMEs located in the Wales. 

According to the Business Statistics reports (2014) there were 1007 business per 

10000 residents in the UK and one third of the businesses in the UK are based on London 

which is located in the eastern side of the UK. Similarly the Northern Ireland has around 

119,000 businesses and the numbers of business in the North East were 151,000. The report 

also shows that during 2014 there was decline in number of SME businesses in Scotland 

whereas London there was increase of around 11 % during the same period.  

 

4.5 Organizational culture Assessment  

Performance of any organization is highly dependent on the organizational culture. 

The importance of organizational culture has increased significantly in the recent period 

for all types of companies whether it is a big multinational firm or the small local business. 

Many researcher have identified that the culture within an organization can have influence 

on various aspects in the firm such as the macro environmental factors, employees and 

organizational interaction, and other process related to the internal functioning of the 

organization such as Human resources and research and development.  

To measure the relationship between multidimensional organizational culture and 

performance Prajogo (2011) identified four different scales to measure the relationship. 

The four factors are Group, Developmental, Hierarchical and Rational. For each scale 

there are certain points on the basis of which the scale can be measured. In this research 

also the same four scales have used to measure the organizational performance based on 

the survey conducted among the 210 employees working in the SMEs in the tele-health 

sector in the UK.  

 

4.5.1 Group/Clan Culture 

In the group/clan organizational culture there are mainly four aspects which help to 

examine the status of the group/clan culture in any organization. The four aspects are: 

participation and open discussion, empowerment of employees to act, assessment of 

employees’ concerns and ideas and human relation teamwork and cohesion. Many scholars 

have argued that the existence of the group/clan culture is one of the important factors 

affecting the overall organizational culture.  



131 

 

The involvement of the flexibility and the internal focus in the human relation model 

which involve the training and broader development of human resource can be utilized to 

improve the morale of the employees. This will help in improving the productivity of the 

employee and hence overall success of the organization.  

 

 

Participation 

and open 

discussion 

 

Empowerment 

of employees to 

act 

 

Assessment of 

employees' 

concerns and 

ideas. 

 

Human 

relations, 

teamwork and 

cohesion. 

 

Strongly 

disagree 
0.5 2.4 0.5 - 

Disagree 7.1 5.2 2.4 4.3 

Neutral 15.7 27.6 27.6 14.8 

Agree 41.4 48.1 53.8 57.1 

Strongly agree 35.2 16.7 15.7 23.8 

Table 4.10: Frequency results of Group/Clan culture 

 

For this research the employees in the SMEs in tele-healthcare sector in the UK were 

asked question based on the above mentioned factors of group/clan culture. The results of 

the respondents are presented in the following diagram. 

 

 

Figure 4.4: Results showing the group/clan culture in SMEs 
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As shown in the above diagram for all the factors included in the group/clan culture 

scale most of the responses are positive which means that most of the respondents agree 

with the fact that their company fosters the above mentioned factors. The results indicate 

that 53 % respondents agree and 23% strongly agreed that their companies foster the human 

relation, team work and cohesion. Similarly, 14 % of the employees were neutral, which 

means that they neither agreed nor disagreed with the statement.  The proportion of 

employees who disagreed with the statement was found to be only 4.3 % while no one in 

the sample strongly disagreed. These results indicate that the SMEs in tele-healthcare sector 

in the UK foster the human relation and try to promote team work which will help in 

building a positive group/clan culture in the organization.  

Another factor in the group/clan culture was the “assessment of the employees concern 

and ideas”, which also examines how the companies deal with the problems related to their 

employees and whether the company incorporates the ideas given by the employees or not. 

The sample survey shows that around 54 % of the employees agree that their company 

foster the assessment of the employees concern and ideas and 15 % of them strongly agree 

with the statement totaling 69% of the total sample population. The proportion of 

employees who were found neutral in this regard was around 27 % and only around 3 % of 

the employees disagreed with the statement and employees who strongly disagree were 

negligible.  

The “empowerment of employee’s act” is another important factor of the group/clan 

culture which was studied within the study. The results from the primary data analysis 

indicate that 48 % of the employees agree and 15 % strongly agree that their company 

fosters the empowerment of employees act totaling 63% of the total sample population. 

The proportion of the employees who were found neutral about the statement was around 

27 % of the total employees in the survey indicating that there could be a possibility they 

didn’t agree with same, but chose to not reflect their opinion. The results also show that 

around 5 % of the employees disagree and around 3 % employee strongly disagree which 

is a meagre percentage of respondents who agree with the statement.  

The fourth factor included to measure the group/clan culture in the companies is the 

“participation of the employees in the organization and open discussion”. This factor helps 

to examine the relation between the employees and the organization and the ability of the 

organization to incorporate the employees views and ideas thorough open discussion the 
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results shows that the 35 % of the employees strongly agreed and 42 % agree with the 

statement that their company foster the empowerment of the employees and they are 

involved in the open discussion process in the company totaling 77% of the total sample 

population which is like 1/3rd of the sample population was in agreement. The proportion 

of people who did not think that their company takes any steps to empower the employees 

is around 7 % and rest of the employees was neutral.  

So from the findings of primary data analysis it can be interpreted that majority of the 

employees agreed that their company fosters to improve the group/clan culture in their 

organization and the proportion of employees who does not agree that their company is not 

promoting group/clan culture is significantly less. However, it was also noted that in case 

of some statement, the respondents indicated a neutral opinion. 

Previous studies on the organizational culture in SMEs in the UK also show that the 

organizational culture is one of important driving factor in the success of SMEs in the UK. 

A study by Peel, (2006) on the organizational culture in the SMEs in the UK and the impact 

in the coaching and mentoring shows that the organizational culture in SMEs is well 

balanced and the employees in these companies are able to perform well and they have 

identified their clear role in the organization and there is no difficulty in the communication 

with the other employees and the higher management also take into consideration the ideas  

and suggestion given by the employees.  

 

4.5.2 Developmental/Adhocracy culture 

The developmental/Adhocracy culture is one the four dimensions of the organizational 

culture which is used in this research. Similar, to the group/clan culture, four factors have 

been identified to measure the developmental/Adhocracy culture within the SMEs 

operational in tele-healthcare sector. These factors has also used by Prajogo, (2011) in his 

research to find the relation of organizational culture and the performance of organization.  

The four factors included are; flexibility and decentralization, expansion growth and 

development; innovation and change, and creative problem solving process. The 

importance of the decentralization, innovation, problem solving and growth has been 

identified as important factors for the organizational culture in many researches. A study 

by Rasmussen, (2013) on organizational culture and innovation in the SMEs shows that the 

organizational culture has significant impact in the innovation process in the SMEs and 
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also the leadership in the SMEs have important role to play in establishing organizational 

culture in any firm.  

The leader should focus on communicating the required change in the organization 

and how the people in will be affected with same. According to the author this will reduce 

the anxiety in the employee and also lead to the process of decentralization.  

 

 
Flexibility and 

decentralization 

Expansion, 

growth, and 

development 

Innovation and 

change 

Creative 

problem-

solving 

processes 

Strongly 

disagree 
0.5 3.3 3.3 NA 

Disagree 9.5 1 8.1 2.9 

Neutral 18.1 20 17.1 12.4 

Agree 52.9 55.2 44.8 57.6 

Strongly agree 19 20.5 26.7 27.1 

Table 4.11: Frequency Results showing the developmental/Adhocracy culture in 

SMEs 

 

To examine the developmental/adhocracy dimension of the organizational culture in 

the SMEs in the tele-healthcare sector in the UK the employees were asked about the above 

mentioned four factors. The analysis of the responses received from the employees is 

shown in the subsequent paragraphs.  

 

Figure 4.5: Results showing the developmental/Adhocracy culture in SMEs 
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As shown in the above figure it can be seen that for most of the factors related to the 

developmental/adhocracy culture in the organization, the majority of the responses were 

positive. It can be seen that most of employees agree with the statement given which were 

in the support of the organizational culture in the company.  

The first factor in the developmental/adhocracy culture is flexibility and 

decentralization in the organization. This will help to examine how flexible is the 

organization in terms of the employees related issues and the also to check whether there 

is concentration of power in few hands or is well distributed within the organization.  It is 

generally believed that the “decentralization of power” to some extent is good for the 

overall functioning of the organization the results from the survey indicate that 53 % of 

employees agree and 19 % strongly agree that there is flexibility and decentralization in 

their company totaling 72% of the total population. The proportion of employees who were 

having opposite view that there is no flexibility and decentralization in their company was 

found to be 10 % however the proportion of employees strongly opposing the statement 

were found to be very less. Remaining 18 % of the employees gave neutral opinion.  

Every organization wants to “expand and grow” and but the companies should focus 

on the growth and development of the employees also along with the growth of the 

company. So the employees in these SMEs were asked whether their companies foster 

expansion, growth and development in the company. The results show that 55 % of the 

employees agree and that their company foster growth, expansion and development and 

around 20 % strongly agree with the same. Similarly, 20 % of the employees remained 

neutral who are not able to decide or they do not want to disclose their opinion. The 

proportion of the employees who strongly disagree that their company promotes growth 

and development is around 4 %.  

“Innovation and change” is one of important factor for any kind of business to succeed 

and for the SMEs it is more important because without innovation they cannot compete 

with other big firms and other competitors in the market. To examine how much the SMEs 

in the UK promote or encourage innovation and the required change in the organization the 

responses were collected for the same. The analysis of the collected data shows that 26 % 

of the employees strongly agree that their company foster expansion, growth and 

development in the 45 % agree with the same. In this case 17 % of the employees were 
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neutral and the proportion of employees who do not agree that their company foster 

expansion, growth and development was around 5% out of which 3 % strongly disagreed.  

The results shows that majority of the SMEs in the UK promote innovation and change 

and some researcher have identified that the SMEs are able to innovate more frequently 

than the big firms  and also that the survival and the success of the SMEs also depend on  

how frequently they can innovate.  

One of the characteristics for the success of an organization is their “ability to handle 

the problems” in the organization. If the companies are not able to solve the problem in the 

efficient way then it becomes very difficult to compete in the market.  To know the problem 

solving ability of the SMEs in the tele-healthcare sector in the UK the employees were 

asked about whether their company encourages the employees to find out the creative ways 

to solve the problem in the organization or not. As shown in the above figure 58 % of the 

respondent agreed and 27% strongly agreed that their company promotes creative problem 

solving totaling 85% of the total sample population. Only around 3 % of the employees 

responded with the disagreement however no one strongly disagree that the SMEs promote 

the creative problem solving. Rest of the employees remains neutral.  

Previous research has also focused on the importance of the innovation and growth in 

the tele-healthcare sector. According to the study of the tele-health application have 

become increasingly important in providing health education, so as to provide the 

education, research activities and education innovation in the tele-health sector should be 

fostered and the companies involved in this sector focus more on the creative ways to 

provide the services to its customers. The training and development of skill among the 

employees is also a key area where the tele-health sector industries should focus.  
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4.5.3 Hierarchal Culture 

 

Figure 4.6: Results showing Hierarchical culture in SMEs 

 

As shown in the above figure majority of the respondents have responded positively 

which means that they have agreed with the statements which support the existence of the 

hierarchal culture in the company. In the hierarchical culture also there are four factors on 

the basis of which the hierarchical culture is measured in any organization. These factors 

have been used by (Prajogo 2011) to measure the hierarchical culture . The four factors 

included in this scale are; control and centralization; formalization and structure, stability, 

continuity and order and predictable performance outcomes.  

In case of the first factor which is related to the “control and centralization” around 

40 % of the employees agree that their company fosters control and centralization and 12 

% of the respondents strongly agreed with same. Among the remaining around 32 % 

maintained neutral stand. The proportion of employees who disagreed was around 16%. 

However, nobody strongly disagreed with the statement. Response from the employees 

shows that the SMEs do not focus strictly on the control and centralization. However 

control of some extent is necessary to improve the organizational performance of the 

company.  
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Control and 

centralization 

Routinization, 

formalization 

and structure 

Stability, 

continuity 

and order 

Predictable 

performance 

outcomes 

Strongly disagree NA NA 1.4 2.4 

Disagree 15.7 15.2 10.5 8.1 

Neutral 31.9 27.1 14.8 32.9 

Agree 39.5 45.7 62.4 49 

Strongly agree 12.9 11.9 11 7.6 

Table 4.12: Frequency values showing Hierarchical culture in SMEs 

 

With respect to the next factor which was used to measure the hierarchal culture in the 

organization i.e. “routinization, formalization and structure”, 47 % of the respondents 

agreed and 12 % of the respondents strongly agreed that their company fosters 

routinization, formalization and structure. However, around 27 % of the employees 

remained neutral. The proportion of the employees who do not agree with the statement 

was nearly 16% however no one strongly disagreed with the statement. The need of the 

proper structure in the organization and formalization has been identified as important 

factor for the better organizational structure by various scholars.  

A recent study by Hann (2012) to examine the employment relation in SMEs  taking 

the SMEs in the UK shows that most of  the employees in the SMEs showed strong 

preference towards more informal employment which are based on the communication and 

also there were few cases which shows strong hierarchical structure of management. 

Similarly, author also showed that the employers in the SMEs in the UK are concerned 

about the wellbeing of the employees and try their best to accommodate to provide personal 

circumstance and they also expect that their employees minimize the other disruption 

related to the personal issues in the job. This has helped to improve the overall productivity 

of the employees in the SMEs in the UK (Hann 2012). 

The third factor in the hierarchical culture is “ability of the organization to promote 

stability, continuity and order”. The results based on the primary data collected for this 

research shows that 62 % of the employees agree that their company promotes stability, 

continuity and order.  Similarly, 11 % of the respondents strongly agreed with the 

statement. As shown in the above figure around 15 % of the employees were neutral either 

because they do not want to disclose their views or because they are not able to decide 

whether their company promote this factor or not. Among the 210 employees included in 
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the sample 11 % of them disagree with the fact the company promote the hierarchical 

culture in terms of fostering stability, continuity and order and around 2 % of the employees 

strongly disagree with the same. In any organization stability is one of the key factor which 

all the employees want in their job (Burchell & Kolb 2006). 

The fourth factor which is included in the hierarchical culture is predictable 

performance and the outcomes. As shown in the above figure 49% of employees included 

in the sample agreed that the organizational culture in their company foster the predictable 

performance and the outcome and 8% of the employees strongly agree with the same. The 

proportion of the employees who remain neutral is around 33% which is highest as 

compared to the other factors. Around 8% of the employees do not agree that the 

organizational culture in their workplace foster the predictable performance and outcomes 

and around 2% of the employees strongly disagree with the same statement.   

 

4.5.4 Rational/Market Culture 

The final scale of the organizational culture included in this research is the rational. 

Earlier research by Prajogo (2011) has also used the same scale to find the relation between 

multidimensional organizational culture and  the performance  of the organization. Like the 

other scale this scale also include four factors; task focus, accomplishments and goal 

achievement; direction, objective setting and clarity of goal; efficiency productivity and 

profitability; and performance, outcome excellence and quality.  

To examine the rational/Market culture in the SMEs in the tele-healthcare sector which 

are operating in the UK, a sample survey was collected and 210 employees in these SMEs 

respond. While collecting the sample the employees were also asked to give their response 

to the statements related to the rational/Market culture in their organization. Results from 

the analysis based on the primary survey are presented below; 
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Figure 4.7: Results showing Rational/Market culture of SMEs 

  

As shown in the above figure majority of the employees included in the sample agreed 

with the given statements. The proportion the employees who disagree are very less and 

those who strongly disagree are negligible in number. In terms of different factors of the 

rational culture the first one is related to task focus, accomplishment and goal. Results 

shows that 56 % of the employees in SMEs in the tele-healthcare sector agree that the 

organizational culture foster focus on the task accomplishment and are goal oriented. 

Similarly, 18% of the employees strongly agree with the same statement. Employees who 

remain neutral are 21% of the total surveyed employees. Employees who showed 

disagreement were around 5 % but no one in the survey strongly disagrees with the 

statement.  
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Table 4.13: Frequency Results showing Rational/Market culture of SMEs 
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In the second factor which states that the organizational culture in their “workplace 

fosters direction, objective setting and clarity and goal”. As shown in the above figure 15% 

of the employees strongly agreed while 47 % of the employees agreed with the statement. 

The number of employees who remain neutral is also quite high (29%). Similarly, 9 % of 

the employees disagree with the statement. This shows that majority of the employees feel 

that the SMEs in which they are working focus on achieving the goal and also set the target 

which has to be achieved.  

In case of the “promoting efficiency, productivity and profitability” as a part of 

organizational culture in the SMEs in the UK, 45 % of the employees working in these 

SMEs agreed and 22 % strongly agreed with that this task are promoted by their 

organization. Similarly 21 % remain neutral and 10 % disagree with statement. From the 

analysis it can be said that the SMEs in the UK want to ensure that the efficiency and 

productivity is maintained which will eventually lead to increase in the profit and improve 

the performance of the organization. 

The last factor in the rational culture is related to the “performance outcome and 

quality” of work in the SMEs. The results shows that 22 % of the employees strongly agree 

and around 46% agree with the statement which state that the organizational culture in their 

work place foster performance outcome and also the quality. 10 % of the employees do not 

agree with the statement while 22 % of the employees remain neutral. 
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4.6 Organizational performance assessment 

Organizational performance in this research is measured on the basis of the quality of 

the goods and services provided by the SMEs as compared to its competitors. Employees 

included in the sample were asked to compare the goods and service provided by their 

companies and decides where their company stands as compared to their competitors. Five 

options were given: significantly behind, behind, comparable, almost leader and leader. 

The data was separated for the SMEs who provide goods from those who provide services.  

 

4.6.1 SMEs which provide goods as their product 

 

Figure 4.8: Results showing organizational performance assessment in SMEs 

 

As shown in the above figure when asked about the performance of the product 

provided by the SMEs 35 % of the employees said that the goods produced by their 

companies is leader in the market whereas 28 % of the employees said that they are almost 

leader.  

Around 18 % of the respondents feel that their products are comparable with their 

competitors and only 3 % said they are behind their competitors. 
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The 

performance 

of our 

products 

(goods) 

Reliability of 

our products 

(goods) 

Durability 

of our 

products 

(goods) 

Conformance to 

specifications of 

our products 

(goods) 

Behind 2.4 2.9 1 - 

Comparable 37 22.9 21.4 19 

Almost leader 59 25.7 28.6 20 

Leader 74 34.8 29 41.9 

Not applicable 35 13.8 20 19 

Table 4.14: Frequency Results showing organizational performance assessment in 

SMEs 
 

Similarly, in terms of reliability of the goods produce by the SMEs in the tele-health  

sector, the results shows that 34 % of employees said that they are leader in the market and 

26 % said their product are almost leader in terms of reliability. Among rest of the 

respondents, 23 % indicated that their goods were comparable while 2 % indicated that 

their goods are behind their competitors.  

In terms of the durability of the goods 29 % said that they are leaders in the market 

while 28 % are almost leader reflecting that nearly 50% of the respondents were working 

in companies wherein the products were market leaders. The proportion of employees who 

said that their goods are comparable with other competitors is 21% and only 1 % of them 

feel that their goods are behind the other goods in terms of durability. With respect to the 

specification of the product the most of the responses indicate their products are leader (42 

%), almost leader (20 %), and comparable (19 %). In the above figure employees who work 

in the SMEs which do not provide goods as their product are shown as not applicable. 

From the results it can be said that the tele-healthcare sector in the UK is quite 

competitive and majority of the SMEs in this industry are not far behind of each other in 

terms of quality, reliability and durability. 
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4.6.2 SMEs which provide service 

 

Figure 4.9: Results showing organizational performance assessment for service 

providing SMEs 

 

As shown in the above figure in terms of the performance of the services provided by 

the SMEs in the tele-health sector, the responses of the employees shows that almost 50 % 

of employees said they are leader in the tele-health industry in terms of performance and 

26 % said that they are almost leaders. 
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Behind 5.7 2.4 2.9 - 

Comparable 15.7 18.1 21.4 19.5 

Almost leader 25.7 30.5 28.6 28.6 

Leader  49.5 45.7 41 45.2 

Not applicable 3.3 3.3 6.2 6.7 

Table 4.151: Frequency Results showing position of companies 

 

When asked about the position of their company in terms of the reliability of the 

services provided the responses indicated that whole 45% agreed that their services were 
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indicated that their reliability was behind the competitors.  Similarly, the results in terms 

of the durability of the services provided indicates 45% leaders, 27% almost leader, and 

18% comparable with competitors.   

However, only 2% indicated that their services were behind the others. Finally the 

results for the specification of the service provided by the SMEs, 45 % said that they are 

leader in the market in terms of conformance to specification of the service and 29 % said 

almost leader. The proportion of employees who said that the service provided by their 

company is comparable to the other competitors is 19 % while no one believes that they 

are behind their competitors in terms of the specification of the services.  

The results shows that majority of the SMEs in the tele-health sector claim to be the 

leader in providing services with respect to quality, reliability, durability and specification 

of the product.  This can be either the tele-health market is more competitive so that that 

every company is focusing on providing quality service or the response given by the 

employees can be biased. 

  

4.7 Process quality 

The process quality is one of the important factors which has direct impact on the 

performance of any organization. For SMEs which are engaged in providing goods and 

services in tele-health sector the process quality becomes more important because products 

are the people who have health issues and any kind of fault in the process can have major 

damage on the growth and expansion of the company. So to examine the process quality of 

the SMEs, the responses were taken from the employees and the result of the responses is 

shown in the figure below.  
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Figure 4.10: Results showing the Process quality of SMEs. 

 

As shown in the figure above, around 52 % of the employees agreed that their company 

has clear standardized and documented process instructions. 15 % of the employees 

strongly agree with the statement.  The total proportion of employees who disagreed was 

found to be 13 % out of which around 4% strongly disagreed. Rest of the employee 

remained neutral.  

 We have clear, 

standardized and 

documented process 

instructions which are 

well understood by 

our employees 

The process in our 

company are designed 

and operationalized to 

be “fool-proof” 

(preventive oriented) 

We make an 

extensive use of 

statistical techniques 

to improve the 

processes and to 

reduce variation 

Strongly 

disagree 

3.8 8.6 4.8 

Disagree 9.5 10.5 27.6 

Neutral 19.5 33.8 27.1 

Agree 51.9 34.3 31.9 

Strongly 

agree 

15.2 12.9 8.6 

Table 4.16: Frequency Results showing the Process quality of SMEs. 

 

When asked about the use of the statistical techniques to improve the process and 

reduce the variation in the process around 9 % strongly agreed and 32 % agreed that their 

company uses the statistical technique. Among the remaining employees, 27% maintained 

.0

10.0

20.0

30.0

40.0

50.0

60.0

Strongly
disagree

Disagree Neutral Agree Strongly
agree

We have clear,
standardized and
documented
process instructions
which are well
understood by our
employees
We make an
extensive use of
statistical
techniques to
improve the
processes and to
reduce variation



147 

 

neutral stand and in totality 32% indicated to disagree with the statement. Similarly 13 % 

of the respondents strongly agreed and 35 % agreed that the process in their companies are 

designed and operationalized to be fool proof. Other responses include neutral (33%) 

disagree (12 %) and strongly disagree (around 9 %).   

 

4.8 Job Satisfaction 

To know the satisfaction level of the employees working in the tele-heathcare sector 

in the UK, the response was collected from employees during the primary survey.  

Employees were given five different options to show the level of satisfaction of their job; 

extremely dissatisfied, dissatisfied, neutral, satisfied and extremely satisfied. The result 

from the analysis is shown in the figure below: 

 

Figure 4.11: Results showing job satisfaction of employees in SMEs 

 

As shown in the above figure half of the employees (50%) said that they are satisfied 

with their current job in the SMEs whereas around 38 % were extremely satisfied totaling 

to 88% of the total sample size. Only 3 % of the employees were not satisfied with their 

job however the proportion of employees who were extremely dissatisfied with the job was 

negligible. Rest of the employees were neutral about the job satisfaction level.  
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Job Satisfaction  Percentage 

Extremely Dissatisfied 0.5 

Dissatisfied 3.3 

Neutral 8.6 

Satisfied 50 

Extremely satisfied 37.6 

 

Table 4.17: Results showing job satisfaction of employees in SMEs 

 

4.9 Innovation capabilities 

Innovation is considered to be one of the key elements for the survival of all types of 

business in the competitive world. Every firm wants to promote the innovation in their 

organization which will not only enhance the  market offering but also improve the 

organizational performance and also facilitate the competitive advantage for that firm 

(Damanpour et al. 2009). However the previous studies have shown that the SMEs are not 

able to  foster the innovation proces in to their organisational culture and encourage the 

innovative human capital. Studies also shows that the innovation process in the SMEs are 

in the initial stage (Halim et al., 2014).So to examine the innovative capabilities of the 

SMEs in the UK the data has been collected. Responses were collected separately for 

Product and Service Innovation and Process Innovation. 

 

4.9.1 Product and Service Innovation 

According to the report of Smeal College of Business, (2006) SMEs can introduce 

process innovation which will enhance the process of the production and also in the supply 

chain through increasing reliability and reduction in the cost. report  also state that  the 

SMEs can introduce the product and service innovation in the form of introduction new 

functions , added features to the existing product of enhanced performance.  

For this research responses have been collected to examine the product and service 

innovation among the SMEs in the UK. To examine the level of innovation in the product 

and service various statement related to the innovation was asked and the responses have 

been collected in terms of the position of the firm as compared to their competitors. Five 

options were given to indicate the position of their firm in terms of product and service 

innovation; significantly behind, behind, comparable, almost leader and leader.  The result 

from the survey is presented in the following table:  
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Figure 4.12: Results showing product and service innovation in SMEs 

Four factors have identified to examine the level of the product and service innovation 

in the SMEs in the UK. The first one is the level of newness or the production of new goods 

or new service by the SMEs.  For this factor most of the respondents  said that their firs are 

comparable with the other firms while 31  % said  they are almost the leader in terms of 

launching new product or service. Similarly the proportion of the respondents who said 

they are leader in this respect is around 24 %. Only 7% of the respondents said they are 

behind other competitors and the responses for significantly behind is negligible. 
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Table 4.18: Results showing product and service innovation in SMEs 
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The second factor is the speed of the new product and service development. In this 

respect almost 45 % said that their developmental process of new product and service is 

comparable with the other competitors while 24 % said they are almost leader and the 

proportion which said they are leader is around 12 %. Similarly 13 % of the responses said 

they are behind other competitors and only 5 % said they are significantly behind their 

competitors.  

In terms of the number of new products and services 45 % said they are comparable 

and on the other hand 25% and 12% respectively indicated that their product is almost a 

leader and leader respectively. Only 13 % of responses said that their firm is behind other 

competitors and only 5 % said that they are significantly behind their competitors.  

The last factor is the early market entrance, which means the number of product and 

services in the market before other competitors. Around 30 % said their products are 

comparable with their competitors and around 36 % said they are almost leader in the 

market while only 10 % said they are leader. The proportion who said they are behind is 

around 21 % and 3 % of the respondents said that their company is significantly behind 

their competitors.  

The result from the primary survey shows that the product and service innovation in 

the SMEs in the UK are almost in the same level and for most of the   indicators there are 

very few clear leaders. Also the response which shows that they are behind their 

competitors is very less and majority of the responses comes out to be comparable. 
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4.9.2 Process innovation 

Similar to the product and service innovation for the process innovation also four 

factors were identified and the responses were collected for those factors. Results for the 

Process innovation are shown in the following figure; 

 

Table 4.19 Results showing Process Innovation in SMEs 

 

The first factor is the technological competitiveness of the firm as compared to their 

competitors in this respect  around 35 % of the respondents said that their firm is almost  

leader in the technological competitiveness while 34 % said their firm is comparable.  21 

% of the responses respond that the firm in which they are working is leader in the market. 

Only 9 % feels that their firm is behind their competitors.  
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Table 4.20: Results showing Process Innovation in SMEs 
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In terms of the adoption of latest technology most of the responses (37 %) were that 

their firm is comparable with other competitors and only 19 % said their firm is leader 

while 25 % feel that their firm is almost leader in terms of adoption of latest technology. A 

significant proportion (17 %) said they are behind against their major competitors.  

With respect to the updated-ness or the novelty of technology the results shows 

comparable (37 %), almost leader (32 %), leader (16 %), behind (11%) and significantly 

behind (4 %). this shows that the most of the SMEs are in the same stage in terms of updated 

–ness or novelty of the technology.  

The fourth and final factor identified was the rate of change in the process, technique 

and technology in the firm. The results shows that 43 %  respond that their firm is 

comparable with their main competitors and around 26 % said that their firm is almost 

leader in this respect and only 13 said their firm is leader. The responses which said their 

firm is behind the competitors in this respect is around 14 % while only 3 % said they are 

significantly behind their major competitors.  

 Like in the product and service innovation he results for the process innovation shows 

that SMEs in tele-health sector in the UK are in almost in the same position. However some 

firm have little ahead as compared to its competitors in terms technological 

competitiveness and adoption of new technology.  

 

4.10 Summary to the Chapter  

The main focus of this chapter was to analyze the data collected from the 210 

employees in the tele-Health care sector in the UK and the frequency analysis was 

conducted. In terms of demographic profile of the respondents nearly 40% of the 

respondents were below 34 years of age, and nearly 66% of the industry was male 

dominated. Since most of the SMEs were relatively new, the total working experience for 

the respondents was less. In terms of position of respondents within the organization, nearly 

40% of the participants were working as service support staff indicating towards high 

demand for on-site services in the tele-healthcare industry. Further, in terms of company 

profile, most of the companies were comparatively new less than 15 years of experience 

and were growing with increase in the tele-healthcare industry. Nearly similar percentage 

of organizations were working individually on goods and services and together reflecting 

on importance of both the industries.  
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The main objective of this research was to reflect on the organizational culture profile 

of the SMEs in the UK. To determine the existence of each culture in the SMEs four sub-

elements were identified for each organizational culture and the results shows that most of 

the respondents agree that the sub-elements included correctly represents the given 

organizational culture. Nearly 70%-72% respondents indicated that they have clan and 

developmental culture within their organization, followed by 50% respondents indicating 

towards hierarchical culture73% indicting Rational/Market culture. The results from the 

performance assessment show that most of the employees think that their company is leader 

in the industry in terms of production of goods and service. Similarly majority of the 

respondents agreed that their company follow the standardized documents process and 

make use of the statistical techniques to improve the process quality.  

One of the major indicators of the organizational culture in any industry is the 

satisfaction of employees from their job, process quality, and innovation capabilities. In 

this research the results shows that most of employees seems satisfied with their current 

job. In terms of innovative capabilities, the primary data analysis shows that most of the 

employees think that their company is in comparable position with other SMEs in terms of 

launching new products and services and also in level of newness. Similarly, in the case of 

process innovation the most of the employees think that their company is almost leader in 

terms of technological competiveness and at least comparable with other competitors in 

terms of rate of changes in the process techniques and technology.  
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5. DATA ANALYSIS AND INTERPRETATION: INFERENTIAL 

ANALYSIS 

 

5.1 Introduction to the Chapter 

This chapter is an extension of the previous chapter on analysis of the data collected 

from the primary survey among the 210 employees working in the SMEs in tele-healthcare 

sector in the UK. The previous chapter has mainly focused on providing the general 

overview about the respondents participated in the survey and the SMEs included in the 

study. This chapter will focus on answering the research question which were proposed 

and on the basis of the results tests the hypothesis.  

In the first section of this chapter the correlation and regression analysis has been 

performed separately for each of the organizational culture and its sub-elements. In the later 

section of the chapter the results are presented to test each of the hypothesis proposed based 

on the research questions and the results have been shown whether the hypothesis has been 

accepted or rejected.  

The first section within the organization is focused on profile or characteristics of 

SMEs within, clan, adhocracy, hierarchical and rational culture. Next the dominance of 

culture within the organization was also determined. Further, the role of multi-dimensional 

organizational culture in influencing non-financial performance as determined in terms of 

process quality, job satisfaction, and quality of goods and innovative capabilities of the 

organization.  

Further, next innovation was kept as a moderator to determine the non-financial 

performance of the SMEs. In this section the innovation (both product innovation and 

process innovation) will be used as the mediator between the organizational culture and the 

non-financial performance of the SMEs in the UK.  

 

5.2 Correlation and regression analysis 

The correlation shows how the variables included in the model are related with each 

other. High correlation among the variable may lead to the problem of multi co-linearity 

whereas low correlation coefficient among the variables indicates towards a bad model. 

Similarly the regression results show how much the independent variable change with one 
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unit change in the dependent variable. Both the regression and correlation coefficient can 

be positive or negative in value. Positive coefficient means the two variables are positively 

related and negative coefficient means that the variables are negatively related with each 

other. For this paper also the correlation and regression results among the different 

variables has been conducted and the results are shown below.  

 

5.2.1 RQ1: What are the profile/characteristics of SMEs’ organizational culture in 

the Tele Healthcare Industry in the UK? 

The main aim of conducting the analysis is to check whether the sub-elements included 

each of the organizational culture are correlated or not and the correlation analysis was 

conducted. The regression analysis was also conducted for each of the organizational 

culture to show that how much variation in the organizational culture are explained by the 

sub-elements included. This will also show that whether the sub-element have positive or 

negative impact on the given organizational culture. Once the correlation and regression 

analysis shows significant results then in the later section the sub-elements can be 

aggregated and used for further analysis.  

 

 Clan culture 

Clan culture is similar to the family like culture where the main focus is on consensus and 

communality about the goals and the values of the organization. For this research four 

components have been included in the clan culture: participation and open discussion 

among the employees; empowerment of employees to act; assessment of employees’ 

concern and ideas; human relations, teamwork and cohesion. The results for the correlation 

coefficients are presented in the following table:  

Correlations 

 

Participation 

and open 

discussion 

Empowerment 

of employees 

to act 

Assessment 

of 

employees' 

concerns 

and ideas. 

Human 

relations, 

teamwork 

and 

cohesion. 

Participation 

and open 

discussion 

Pearson 

Correlation 
1 .532** .574** .123 

Sig. (2-

tailed) 
 .000 .000 .076 

N 210 210 210 210 
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Empowerment 

of employees 

to act 

Pearson 

Correlation 
.532** 1 .595** .189** 

Sig. (2-

tailed) 
.000  .000 .006 

N 210 210 210 210 

Assessment of 

employees' 

concerns and 

ideas. 

Pearson 

Correlation 
.574** .595** 1 .155* 

Sig. (2-

tailed) 
.000 .000  .025 

N 210 210 210 210 

Human 

relations, 

teamwork and 

cohesion. 

Pearson 

Correlation 
.123 .189** .155* 1 

Sig. (2-

tailed) 
.076 .006 .025  

N 210 210 210 210 
 

**. Correlation is significant at the 0.01 level (2-tailed). 

*. Correlation is significant at the 0.05 level (2-tailed). 

 

 

Table 5.1  Correlation coefficients for clan culture 

 

As shown in the above table all the variables are significantly correlated with each other 

except for the participation and open discussion and the human relation, team work and 

cohesion. This shows that the variables included for the clan culture are statistically 

significant with each other, which is a good indication for further analysis. All the 

correlation coefficients are significant at 0.05 level of significance.  

 

Regression analysis 

The regression analysis was conducted taking the clan culture as the dependent variable 

and the four components of the clan culture as the independent variable.   

The results from the regression analysis are shows the value of R-square of 0.85 which 

means that the independent variable in the model are able to explain 85 % of the variation 

in the dependent variable and rest of the 15 % are explained by the variable which are not 

included in the model.  
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Model Summaryb 

Mode

l 
R 

R 

Squar

e 

Adjuste

d R 

Square 

Std. 

Error of 

the 

Estimat

e 

Change Statistics 
Durbin

-

Watso

n 

R 

Square 

Chang

e 

F 

Chang

e 

df

1 
df2 

Sig. F 

Chang

e 

1 
.926

a 
.857 .855 .342 .857 

307.97

8 
4 

20

5 
.000 1.976 

a. Predictors: (Constant), human relations, teamwork and cohesion. Participation and open 

discussion, empowerment of employees to act, assessment of employees' concerns and ideas. 

b. Dependent Variable: Clan culture 

Table 5.2: Summary of the model for Clan Culture 

 

Similarly, the Anova table shows that the value of the F value is 307.978 and also the 

cumulative effect is significant (p value is 0.000). This shows that the model in good and 

further analysis can be conducted. Also the value of Durbin Watson test shows the value 

of 1.976 which shows that there is no autocorrelation among the independent variables.  

 

ANOVAb 

Model 
Sum of 

Squares 
df 

Mean 

Square 
F Sig. 

1 

Regression 144.114 4 36.028 307.978 .000a 

Residual 23.982 205 .117   

Total 168.095 209    

a. Predictors: (Constant), human relations, teamwork and cohesion. Participation and open 

discussion, empowerment of employees to act, assessment of employees' concerns and ideas. 

b. Dependent Variable: Clan culture 

Table 5.3: ANOVA table for clan culture 

 

From the regression results it can be said that all the independent variable included in 

the model are statistically significant even at 1 % significance level. Similarly, all the 

independent variables have positive impact on the clan culture. The regression coefficient 
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of 0.318 can be interpreted as, when participation and open discussion among the 

employees increase then the clan organization culture increases by 0.318 the in the 

organization. Similarly, other coefficients can also be interpreted.  

 

Coefficientsa 

Model Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 95.0% 

Confidence 

Interval for B 

B Std. 

Error 

Beta Lower 

Bound 

Upper 

Bound 

1 (Constant) -.037 .155  -.239 .812 -.343 .269 

participation 

and open 

discussion 

.318 .032 .338 10.040 .000 .256 .380 

empowerment 

of employees 

to act 

.311 .031 .344 9.956 .000 .250 .373 

Assessment of 

employees' 

concerns and 

ideas. 

.361 .032 .403 11.356 .000 .299 .424 

Human 

relations, 

teamwork and 

cohesion. 

.055 .032 .046 1.704 .090 -.009 .119 

a. Dependent Variable: Clan culture 

Table 5.4: Coefficient value of various factors of Clan culture 

 

 Adhocracy culture 

Another type of culture is the adhocracy organizational culture which is mainly based 

on the ability to adapt in the quickly changing environment. The main focuses of this kind 

of culture is on the empowerment of employees, flexibility and also encourages individual 

initiative. For this research the four components used for adhocracy organizational culture 

are flexibility and decentralization; expansion, growth, and development; innovation and 

change; creative problem solving processes.  

To check the correlation among the variable the correlation analysis was conducted 

and the results is shown in the following table: 
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Correlations 

 
Flexibility and 

decentralization 

Expansion, 

growth, and 

development 

Innovation 

and change 

Creative 

problem-

solving 

processes 

Flexibility and 

decentralization 

Pearson 

Correlation 

1 .175* .259** .176* 

Sig. (2-

tailed) 
 

.011 .000 .011 

N 210 210 210 210 

Expansion, 

growth, and 

development 

Pearson 

Correlation 

.175* 1 .685** .135 

Sig. (2-

tailed) 

.011 
 

.000 .050 

N 210 210 210 210 

Innovation and 

change 

Pearson 

Correlation 

.259** .685** 1 .239** 

Sig. (2-

tailed) 

.000 .000 
 

.000 

N 210 210 210 210 

Creative problem-

solving processes 

Pearson 

Correlation 

.176* .135 .239** 1 

Sig. (2-

tailed) 

.011 .050 .000 
 

N 210 210 210 210 
*. Correlation is significant at the 0.05 level (2-tailed). 

**. Correlation is significant at the 0.01 level (2-tailed). 

Table 5.5: Correlation values of various factors of Adhocracy culture 

 

As shown in the above table all the correlation coefficients are significant at 0.01 level 

which means that the variables included in the model are suitable for the analysis. Also all 

the coefficients have positive sign which means that all the components affect each other 

positively.  

To find the individual impact of the each component on the adhocracy organizational 

culture regression analysis was conducted. The developmental organizational culture was 

taken as the dependents variable while the four components were taken as the independent 

variable. The results indicate that the value of R –square is 0.858 which means that 85 % 

of the variation in the dependent variable is due to the independent variable included in the 

model and rest is due the unobserved variable. 
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Model Summary b 

Mode

l 

R R 

Squar

e 

Adjuste

d R 

Square 

Std. 

Error of 

the 

Estimat

e 

Change Statistics Durbin

-

Watso

n 

R 

Square 

Chang

e 

F 

Chang

e 

df

1 

df2 Sig. F 

Chang

e 

1 .926

a 

.858 .855 .332 .858 309.63

0 

4 20

5 

.000 1.728 

a. Predictors: (Constant), creative problem-solving processes, flexibility and 

decentralization, expansion, growth, and development, innovation and change 

b. Dependent Variable: Developmental culture 

Table 5.6: Summary of the model for developmental culture 

 

The F-value of 309.630 is also significant at 0.01 levels, which shows that the model 

is good. Similarly, the value of Durbin -Watson is 1.728 which is close to 2. This shows 

that there is no multi-collinearity among the variables included in the model.  

ANOVAb 

Model 
Sum of 

Squares 
Df Mean Square F Sig. 

1 

Regression 136.416 4 34.104 309.630 .000a 

Residual 22.580 205 .110   

Total 158.995 209    

a. Predictors: (Constant), creative problem-solving processes, flexibility and decentralization, 

expansion, growth, and development, innovation and change 

b. Dependent Variable: Developmental culture 

Table 5.7: ANOVA table for developmental culture 

 

ANOVA table given above also shows that the cumulative effect is also significant at 

0.01 levels.  
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The details results of the regression coefficients are shown in the table below 

 

Coefficients a 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 
t Sig. 

95.0% 

Confidence 

Interval for B 

B 
Std. 

Error 
Beta 

Lower 

Bound 

Upper 

Bound 

1 

(Constant) .130 .107  1.215 .226 -.081 .341 

flexibility and 

decentralization 
.243 .027 .289 8.914 .000 .189 .297 

expansion, 

growth, and 

development 

.255 .028 .295 9.051 .000 .199 .310 

innovation and 

change 
.299 .029 .342 10.220 .000 .241 .356 

creative 

problem-

solving 

processes 

.216 .026 .264 8.372 .000 .165 .266 

a. Dependent Variable: Developmental culture 

Table 5.8: Regression coefficients results for developmental culture 

 

As shown in the above table all the independent variable in model were found 

significant at 0.01 level of significance. Also all the independent variables have positive 

impact on the developmental organizational culture. The coefficient of 0.216 can be 

interpreted as, with increase in the encouragement to employees for creative problem 

solving process leads to 0.216 increases in the developmental culture. Similarly other 

regression coefficient can also be interpreted.  
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 Hierarchical organizational culture 

Hierarchical organizational culture is mainly based on model where the level and 

structure are clearly defined in the organization. The main focus on this type of culture is 

on the efficiency, stability and doing thing in the correct way.  

There are many components which reflect the existence of the hierarchical 

organization culture, for this research four components are included namely; control and 

centralization; routinization, formalization and structure; stability, continuity and order; 

predictable performance outcomes. To check whether the selected variables are correlated 

with each other or not the correlation analysis was conducted and the results are present in 

the table below:  

 

Correlations 

 Control and 

centralization 

Routinization, 

formalization 

and structure 

Stability, 

continuity 

and order 

Predictable 

performance 

outcomes 

Control and 

centralization 

Pearson 

Correlation 
1 .342** .421** .433** 

Sig. (2-

tailed) 
 .000 .000 .000 

N 210 210 210 210 

Routinization, 

formalization 

and structure 

Pearson 

Correlation 
.342** 1 .342** .357** 

Sig. (2-

tailed) 
.000  .000 .000 

N 210 210 210 210 

Stability, 

continuity 

and order 

Pearson 

Correlation 
.421** .342** 1 .432** 

Sig. (2-

tailed) 
.000 .000  .000 

N 210 210 210 210 

Predictable 

performance 

outcomes 

Pearson 

Correlation 
.433** .357** .432** 1 

Sig. (2-

tailed) 
.000 .000 .000  

N 210 210 210 210 

**. Correlation is significant at the 0.01 level (2-tailed). 

Table 5.9: Correlation coefficients for Hierarchical culture 
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The table shows that the all the correlation coefficient values are between 0.3 to 0.6 

and all the variables are statistically significant at 0.01 level of significance.  Similarly, the 

results show that all the variables are positively correlated with each other.  

 

Model Summaryb 

Mode

l 
R 

R 

Squar

e 

Adjuste

d R 

Square 

Std. 

Error of 

the 

Estimat

e 

Change Statistics 
Durbin

-

Watso

n 

R 

Square 

Chang

e 

F 

Chang

e 

df

1 
df2 

Sig. F 

Chang

e 

1 
.912

a 
.832 .829 .376 .832 

253.58

3 
4 

20

5 
.000 1.988 

a. Predictors: (Constant), predictable performance outcomes, routinization, formalization 

and structure, stability, continuity and order, control and centralization 

b. Dependent Variable: Hierarchical culture 

Table 5.10: Summary of the model for hierarchical culture 

 

As shown in the table above the adjusted R –square came out to be 0.829 which means 

that the model considered for the analysis is good as 82 % of the variation in the dependent 

variable is explained by the independent variable included in the model and the remaining 

variation is due to other unobserved variable.  Also the Durbin- Watson test show the value 

of 1.988 which is found close to 2 indicating that there is no multi-collinearity among the 

variables included in the model.  

ANOVAb 

Model Sum of 

Squares 

df Mean Square F Sig. 

1 Regression 143.494 4 35.874 253.583 .000a 

Residual 29.001 205 .141   

Total 172.495 209    
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a. Predictors: (Constant), predictable performance outcomes, routinization, formalization and 

structure, stability, continuity and order, control and centralization 

b. Dependent Variable: Hierarchical culture 

Table 5.11: ANOVA table for hierarchical culture 

 

The ANOVA table shows the F-value of 253.583 which is statistically significant at 

0.01 significance level and shows that the cumulative effect is also significant for the 

model. The regression coefficients are shown in the table below:  

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. 

95.0% 

Confidence 

Interval for B 

B 
Std. 

Error 
Beta 

Lower 

Bound 

Upper 

Bound 

1 

(Constant) -.167 .118  
-

1.414 
.159 -.400 .066 

Control and 

centralization 
.293 .030 .329 9.760 .000 .234 .353 

Routinization, 

formalization 

and structure 

.230 .027 .269 8.416 .000 .176 .284 

Stability, 

continuity and 

order 

.284 .030 .322 9.571 .000 .225 .342 

Predictable 

performance 

outcomes 

.282 .030 .317 9.328 .000 .223 .342 

a. Dependent Variable: Hierarchical culture 

Table 5.12: Regression coefficients for hierarchical culture 

  

The regression  coefficient were obtained by running the linear regression model by 

taking the hierarchical culture as the dependent variable and the four components of the 
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hierarchical culture as the independent variable. The regression analysis enabled the 

researcher to examine whether the four components included in the model has any impact 

on the hierarchical culture or not.  The results show that the entire independent variable are 

statistically significant at 0.01 level of significance and all the independent variable 

positively affect the dependent variable. The regression coefficient of 0.284 can be 

interpreted as, with one unit increase in the stability, continuity and order the hierarchical 

culture is increased by 0.284 units. Other regression coefficient can also be interpreted 

similarly. 

 

 Rational culture 

The rational culture involved the controlling where the planning and setting the goal 

are the main tools to achieve efficiency and productivity. This culture is called rational 

culture because the main focus of this king of organizational culture is on outcome and 

fulfillment of the targeted goal. In this paper the four components of the rational culture 

have been identified which are task focus, accomplishments and goal achievements; 

direction, objective setting and clarity of the goal; efficiency, productivity and profitability, 

performance outcome excellence and quality.  

To examine whether the included variable are correlated with each other or not the 

correlation analysis was conducted and the results are presented below: 

 

Correlations 

 

Task focus, 

accomplish

ments and 

goal 

Direction, 

objective 

setting and 

clarity of 

goal 

Efficiency, 

productivity 

and 

profitability 

Performance 

outcome 

excellence 

and quality 

Task 

focus, 

accomplis

hments 

and goal 

Pearson 

Correlation 
1 .369** .314** .252** 

Sig. (2-tailed)  .000 .000 .000 

N 210 210 210 210 

Direction, 

objective 

setting and 

clarity of 

goal 

Pearson 

Correlation 
.369** 1 .370** .305** 

Sig. (2-tailed) .000  .000 .000 

N 210 210 210 210 
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Efficiency, 

productivit

y and 

profitabilit

y 

Pearson 

Correlation 
.314** .370** 1 .251** 

Sig. (2-tailed) .000 .000  .000 

N 210 210 210 210 

Performan

ce 

outcome 

excellence 

and quality 

Pearson 

Correlation 
.252** .305** .251** 1 

Sig. (2-tailed) .000 .000 .000  

N 210 210 210 210 

**. Correlation is significant at the 0.01 level (2-tailed). 

Table 5.13: Correlation coefficient values of rational culture 

 

The correlation matrix shows that all the variables included in the model are correlated 

with each other and all the correlation coefficients are statistically significant which shows 

that the included variables affect each other significantly and the model considered is 

reliable for further analysis. Also all the correlation coefficients are positive which means 

that all the variables are positively related with each other.  

 

Model Summary b 

Mode

l 
R 

R 

Squar

e 

Adjuste

d R 

Square 

Std. 

Error of 

the 

Estimat

e 

Change Statistics 
Durbin

-

Watso

n 

R 

Square 

Chang

e 

F 

Change 

df

1 
df2 

Sig. F 

Chang

e 

1 
.883

a 
.780 .776 .360 .780 

182.21

9 
4 

20

5 
.000 1.892 

a. Predictors: (Constant), performance outcome excellence and quality, efficiency, productivity 

and profitability, task focus, accomplishments and goal, direction, objective setting and clarity 

of goal 

b. Dependent Variable: Rational culture 

 

The summary of the model table shows that the value of adjusted R-square as 0.776, 

which means that 77% of the variation in the dependent variable is due to the independent 

variable included in the model whereas remaining of the variation is due to the unobserved 

variable which is not considered in the model. The value of R-Square above 0.6 is 
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considered to be the good model. Similarly, the Durbin Watson value of 1.976 confirms 

that there is no multi-collinearity among the independent variables in the model.  Existence 

of multi-collinearity among the independent variable may lead to biased results. 

 

ANOVA b 

Model 
Sum of 

Squares 
df 

Mean 

Square 
F Sig. 

1 

Regression 94.435 4 23.609 182.219 .000a 

Residual 26.560 205 .130   

Total 120.995 209    

a. Predictors: (Constant), performance outcome excellence and quality, efficiency, productivity 

and profitability, task focus, accomplishments and goal, direction, objective setting and clarity 

of goal 

b. Dependent Variable: Rational culture 

Table 5.14: ANOVA table for rational culture 

 

Similarly, the ANOVA table shows that the value of F is significant at 0.01 level of 

significance. This shows that the cumulative effect of the all the independent variable is 

also significant. 

Linear regression was conducted by taking the rational culture as the dependent 

variable and other components of the rational culture were found to be independent 

variable. The results obtained from the regression analysis are presented below:  

The results show that all the regression coefficients are statistically significant and 

positive, which shows that all the independent variable included in the model have 

significant impact on the dependent variable. The entire regression coefficients were found 

significant at 0.01 significance level. 
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Table 5.15: Regression coefficients for rational culture 

 

The regression coefficient of 0.234 can be interpreted as, with one unit increase in the 

efficiency, productivity and profitability in the organization the ration culture increase by 

0.23 units. Other coefficient can also be interpreted in the similar way. 

 

In this section the correlation and regression analysis was conducted to find whether 

the sub-elements included in each organization culture are correlated with each other or 

not. The results shows that for clan culture all the sub-element included are correlated with 

Coefficients a 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 
t Sig. 

95.0% 

Confidence 

Interval for B 

B 
Std. 

Error 
Beta 

Lower 

Bound 

Upper 

Bound 

 

(Constant) .505 .128  3.952 .000 .253 .756 

Task focus, 

accomplishments 

and goal 

.223 .027 .305 8.392 .000 .171 .275 

Direction, 

objective setting 

and clarity of 

goal 

.283 .028 .380 10.137 .000 .228 .338 

Efficiency, 

productivity and 

profitability 

.234 .027 .317 8.736 .000 .181 .287 

Performance 

outcome 

excellence and 

quality 

.184 .025 .259 7.384 .000 .135 .233 

a. Dependent Variable: Rational culture 
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each other and the correlation coefficients are significant at 5 % significance level except 

for the human relation, team work and cohesion. Similarly, the regression results also 

shows that the all the regression coefficients are significant even at 1 % significance level 

except for last variable (the human relations, teamwork). This shows that this variable does 

not have any impact on the clan organizational culture. So this variable can be dropped for 

the further analysis and other three variables can be aggregated to represent the clan 

organizational culture. 

The second organizational culture is the Adhocracy or the Developmental culture. The 

results for this organizational culture shows that the sub-elements included to represents 

the adhocracy culture are significantly correlated and the results from the regression 

analysis also shows that each of the elements have significant impact on the adhocracy 

organizational culture.  Similarly the correlation and regression analysis for the other two 

organizational culture; the hierarchical organizational culture and the rational 

organizational culture also shows that  the sub elements included in each of the 

organizational culture are significantly correlated and also each of the elements have 

significant impact for the respective organizational culture.  

 

5.3 The profile/characteristics of SMEs’ organizational culture in the Tele-

Healthcare Industry in the UK and Dominant Organizational Culture in the UK 

As shown in the earlier section, all the organizational culture shows significant results 

and all the components of the four organizational cultures have significant and positive 

impact on their respective organizational culture. To find the dominant organizational 

culture among the SMEs in the tele-health sector in the UK the frequency analysis was 

conducted to find out which organizational culture existed in the SMEs. The results were 

obtained on the basis of the information provided by the respondent.  
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Statistics 

 Clan culture 
Developmental 

culture 

Hierarchical 

culture 

Rational 

culture 

N 
Valid 210 210 210 210 

Missing 0 0 0 0 

Mean 3.76 3.80 3.50 3.66 

Median 4.00 4.00 4.00 4.00 

Table 5.16:  Mean and Median of the Organizational culture in the SMEs in the UK 

 

 

Hypothesis H1a; Clan culture is the SMEs’ dominant organizational culture 

in the tele-healthcare industry in the UK.  

 

 

Figure 5.1: Existence of the various organization culture in the SMEs in the UK 

 

As shown in the table above the mean value of the existence of the clan culture in the 

SMEs in the UK is 3.76 and which is less than the mean value of the developmental 

organizational culture. And the figure also shows that, although most of the respondents 

agree that clan culture exists in their organization but the number is less than that of the 

developmental organizational culture.  
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So the hypothesis that clan culture is the dominant organizational culture in the SMEs 

in the UK is rejected.  

H1b: Adhocracy/ Developmental culture is the SMEs’ dominant organizational 

culture in the Tele-Healthcare industry in the UK.  

The statistical table above shows that the developmental culture has the mean value of 

3.80, which is the highest among all the four organizational culture.  The figure also shows 

that highest number of the respondents agree for existence of the developmental culture. 

So on the basis of the above results it can be said that the developmental culture is the 

dominant organizational culture in the SMEs in the UK.  

 So the hypothesis that the developmental/adhocracy culture is dominant 

organizational culture in the tele-healthcare industry in the UK is accepted. 

H1c: Hierarchy culture is the SMEs’ dominant organizational culture in the Tele- 

Healthcare industry in the UK.  

The results from the frequency analysis shows that the mean value for the hierarchical 

culture is 3.50 which is less than the mean value of the developmental culture and the figure 

above also confirms that hierarchical culture is not the dominant organization culture.  

So the hypothesis that hierarchy culture is the SMEs’ dominant organizational culture 

in the tele-healthcare industry in the UK is rejected.  

 

H1d: Market/rational culture is the SMEs’ dominant organizational culture in the Tele 

Healthcare industry in the UK. 

For the market/rational culture the mean value is 3.66 which is less than the mean 

value f the developmental culture and also the above figure shows that the number of 

respondents who agree for the existence of the rational culture in their organization is less 

than that of the developmental culture.  

So the hypothesis that the rational culture is the SME’s dominant organizational 

culture in the Tele Healthcare industry in the UK is rejected.  
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Hypothesis Outcomes 

Clan culture is the dominant organizational culture in the SMEs 

in the UK 

Rejected  

Adhocracy/Developmental culture is the SMEs’ dominant 

organizational culture in the Tele-Healthcare industry in the 

UK 

Accepted 

Hierarchy culture is the SMEs’ dominant organizational culture 

in the Tele-Healthcare industry in the UK 

Rejected  

Market/rational culture is the SMEs’ dominant organizational 

culture in the Tele-Healthcare industry in the UK 

Rejected  

Table 5.17:  Summary of Results  

 

5.3.1 RQ 2: How does SMEs’ multidimensional organizational culture (OC) 

influence non-financial (perceived) performance? 

In the previous section we have conducted the analysis to examine the dominant 

organizational culture in the SMEs involved in the tele-healthcare industry in the UK. The 

results indicate that the developmental organizational culture is the dominant culture in the 

SMEs. In this section the impact of the four organizational cultures in the non-financial 

performance will be conducted. 

The main aim of this study is also to find the impact of various organisational cultures 

on the non-financial performance of SMEs in the UK which are involved in the tele-health 

sector. For this research, the non-financial performance was measured in terms of three 

indicators; process quality, job satisfaction, quality of the goods and service provided by 

the SMEs. Regression analysis was conducted to find the impact of each culture on the 

non-financial performance. For the regression analysis four organisational cultures were 

used as the independent variables and the separate regression were run for  each element 

which were used to measure the non-financial performance of the SMEs.  

  

Organizational culture is an important aspect of any organization which has influence 

on the success of the organization. According to Ranganayakulu, (2005) organizational 

culture can have explicit or implicit influence on every dimension of the business. 

Therefore, supportive organisational culture can lead to significant positive outcomes for 

the organisation.  Organisation which have strong culture have more chance of having 

success in terms of the financial indicators and market value  and are also able to achieve 
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their goals as compared to those organisation which does not have strong organisational 

culture.  

.  

 Impact of organizational culture on process quality  

The process quality is a key element of any organisation which directly affects the 

non-financial performance of the organisation. To find the impact of the different 

organisational culture in the process quality four organisational cultures were taken as the 

independent variable and the process quality as the dependent variable.  

The results from the regression analysis shows that the value of adjusted R square is 

0.359 which shows that around 36 % variation in the process quality is being explained by 

the four organisational culture included in the model . The low value of the adjusted R 

square is may be due to the fact that there are other important factors which affect the 

process quality in the SMEs which are not included in the current model. 

 

Model Summary 

Model R R Square 
Adjusted R 

Square 

Std. Error of the 

Estimate 
Durbin-Watson 

1 .610a .372 .359 .782 1.767 

a. Predictors: (Constant), Rational culture, Clan culture, Developmental culture, 

Hierarchical culture 

b. Dependent Variable: Process Quality 

Table 5.18: Summary of the model for the Process quality 

 

However, the ANOVA table given below shows that the F value is 30.316 which is 

significant at 1% significance level which means that the cumulative effect of the variables 

on process quality is significant. The value of Durbin – Watson which is close to two, 

shows that there is no problem of multi- collinearity among the variables. 



174 

 

ANOVAb 

Model Sum of Squares df Mean Square F Sig. 

1 

Regression 74.195 4 18.549 30.316 .000a 

Residual 125.429 205 .612   

Total 199.624 209    

a. Predictors: (Constant), Rational culture, Clan culture, Developmental culture, Hierarchical 

culture 

b. Dependent Variable: Process Quality 

Table 5.19: ANOVA table for process quality 

 

The results for the regression coefficient are shown in the table below.  The results 

shows that the all the organizational cultures have significant impact on the process 

quality of the SMEs except for the clan culture.  

Coefficients a 

Model 
Unstandardized Coefficients Standardized Coefficients 

t Sig. 
B Std. Error Beta 

1 

(Constant) -.423 .428  -.988 .324 

Clan culture .113 .064 .101 1.782 .076 

Developmental culture .212 .064 .189 3.316 .001 

Hierarchical culture .373 .062 .347 5.972 .000 

Rational culture .420 .063 .382 6.630 .000 

a. Dependent Variable: Process Quality 

Table 5.20: Results of regression coefficient for the process quality 

 

The regression coefficient for the three organizational culture (Development, 

Hierarchical and rational) are positive and significant even at 1 % level of significance. 

The coefficient 0.212 can be interpreted as, with one unit increase in the development 

culture the process quality improves by 0.212 units holding all others things constant. 

Similarly the coefficient for all independent variable can be interpreted.  
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Testing of the hypotheses 

On the basis of the above results it can be concluded that:  

Hypothesis 2a: There is a direct and positive influence on the non-financial 

performance (process quality) from Clan organizational culture.  

The regression coefficient does not show significant results so we reject this 

hypothesis. 

 

Hypothesis 2b: There is a direct and positive influence on the non-financial 

(process quality) performance from   Adhocracy/Developmental organizational culture.  

The regression coefficient for developmental culture shows positive and significant 

results, so we accept this hypothesis. 

 

Hypothesis 2c: There is a direct and positive influence on the non-financial (process 

quality) performance from Hierarchy organizational culture. 

The regression coefficient for Hierarchical culture shows positive and significant 

results, so we accept this hypothesis. 

 

Hypothesis 2d: There is a direct and positive influence on the non-financial 

(process quality) performance from Rational organizational culture. 

The regression coefficient for rational culture shows positive and significant results, 

so we accept this hypothesis. 

 

Hypothesis  Outcomes  

There is a direct and positive influence on the non-financial 

performance (process quality) from Clan organizational culture 

Rejected 

There is a direct and positive influence on the non-financial 

(process quality) performance from   Adhocracy/Developmental 

organizational culture 

Accepted  

There is a direct and positive influence on the non-financial 

(process quality) performance from Hierarchy organizational 

culture 

Accepted 

There is a direct and positive influence on the non-financial 

(process quality) performance from Rational organizational 

culture 

Accepted  

Table 5.21: Summary of Research Findings 
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 The results from the regression analysis show that the clan organizational culture does 

not positively influence the non-financial performance of the SMEs in the UK. However 

remaining three organizational culture which includes developmental organizational 

culture, hierarchical culture and the rational organizational culture positively influence the 

non-financial performance of the SMEs in the UK.  

Various previous studies have analyzed and shows the impact of the various 

organizational culture on non-financial performance of the SMEsA study by Yeşil & Kaya 

(2012) on the 54 firms of Gaziantep city of Turkey shows that the developmental culture 

and the innovativeness of the organisation are positively related. Similarly the study of 

Naranjo-Valencia et al. (2011b) also conclude that the developmental culture promote the 

innovation in the organisation and make firms more competitive in the market.  

 

 Impact of organizational culture on job satisfaction  

Job satisfaction was also used as one of the indicator to measure the non-financial 

performance of the SMEs in the UK. To find the impact of the organizational culture on 

the job satisfaction among employees, regression analysis was conducted taking job 

satisfaction as the dependent variable and the four organizational cultures as the dependent 

variables. 

The results from the regression results shows that the value of adjusted R square is 

0.217 which means that around 21 % of the variation in the job satisfaction can be attributed 

to change in the organizational culture within the SMEs. There are various other factors 

which affect the job satisfaction and mainly the financial aspect are considered to be the 

driving factor for the job satisfaction, so the low value of adjusted R square for the job 

satisfaction was expected.  
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Model Summary b 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate Durbin-Watson 

1 .482a .232 .217 .684 1.990 

a. Predictors: (Constant), Rational culture, Clan culture, Developmental culture, 

Hierarchical culture 

b. Dependent Variable: Job Satisfaction 

Table 5.22: Summary of the model for job satisfaction 

 

Similarly, from the following ANOVA table it can be seen that the F value is 15.496 

which is significant at 1 % significance level. From these results it can be concluded that 

the cumulative effect of the organization cultures on job satisfaction is significant. Also the 

value of the Durbin-Watson test shows the value close to two which rejects the existence 

of the multi-collinearity among the variables included in the model.  

ANOVAb 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 28.970 4 7.243 15.496 .000a 

Residual 95.811 205 .467   

Total 124.781 209    
a. Predictors: (Constant), Rational culture, Clan culture, Developmental culture, Hierarchical 

culture 

b. Dependent Variable: Job Satisfaction 

 

Table 5.23: ANOVA table for job satisfaction 
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The results for the regression coefficient are shown in the below table:  

Coefficients a 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) 3.153 .374  8.432 .000 

Clan culture .077 .056 .087 1.383 .168 

Developmental culture .214 .056 .241 3.826 .000 

Hierarchical culture -.248 .055 -.292 -4.545 .000 

Rational culture .224 .055 .258 4.047 .000 

a. Dependent Variable: Job Satisfaction 

Table 5.24: Regression Coefficients for job satisfaction 

 

The results shows that the except for the clan culture remaining three culture 

(developmental, hierarchical and rational) have significant effect on the job satisfaction of 

the employees in the SMEs in the UK. However, the negative coefficient of Hierarchical 

organizational culture shows that the hierarchical culture have negative and significant 

impact on the job satisfaction of the employees. The coefficient (-) 0.248 can be interpreted 

as, with one unit increase in the hierarchical culture the job satisfaction reduces by 0.248 

units.  

On the other hand the developmental and the rational organizational culture indicates 

positive and significant impact on the job satisfaction. The coefficient of 0.224 can be 

interpreted as, with one unit increase in the rational culture in the organization the job 

satisfaction among the employees in the SMEs increase by 0.224 units. The coefficient of 

the developmental culture can also be interpreted in the similar way. The clan culture does 

not show any significant results.  
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Testing of the hypothesis  

Hypothesis 2a: There is a direct and positive influence on the non-financial 

performance (job satisfaction) from Clan organizational culture. 

The regression coefficient does not show any significant results so we reject this 

hypothesis. 

 

Hypothesis 2b: There is a direct and positive influence on the non-financial 

performance (job satisfaction) from Adhocracy/ Developmental organizational culture. 

The regression coefficient shows positive and significant results for Development 

culture so we accept this hypothesis. 

 

Hypothesis 2c: There is a direct and positive influence on the non-financial 

performance (job satisfaction) from Hierarchical organizational culture. 

The regression coefficient shows significant but negative results for the Hierarchical 

culture, so we reject this hypothesis 

 

Hypothesis 2d: There is a direct and positive influence on the non-financial 

performance (job satisfaction) from rational organizational culture. 

The regression coefficient shows positive and significant results for rational culture so 

we accept this hypothesis. 

 

Hypothesis Outcomes 

There is a direct and positive influence on the non-financial 

performance (job satisfaction) from Clan organizational culture 

Rejected 

There is a direct and positive influence on the non-financial 

performance (job satisfaction) from Adhocracy/ Developmental 

organizational culture 

Accepted 

There is a direct and positive influence on the non-financial 

performance (job satisfaction) from Hierarchical organizational 

culture 

Rejected 

There is a direct and positive influence on the non-financial 

performance (job satisfaction) from rational organizational 

culture 

Accepted 

Table 5.25: Summary of Research Findings  
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Various earlier studies have also conducted to determine the satisfaction level among 

employees in the job. Sempane et al. (2002) analysed the employee perception in the 

context of the job satisfaction and organisational culture among the government welfare 

organisation with the sample of 160 employees. The results show that there is discrete 

relationship between organisational culture and job satisfaction.  

According to the author job satisfaction has a positive impact on the employee 

perception about the organisation culture. Similarly, another study by Lok & Crawford 

(2004) among the managers of the Hong Kong and Australia was conducted to examine 

the job satisfaction and organisation commitment with respect to the organisation culture 

and leadership style.  

The results show that innovative and accommodating culture and a compassionate 

leadership style exert positive impact on both job satisfaction and employee commitment. 

Another study by Muhammad Llyas (2011) on the impact of the organisational culture on 

the job satisfaction of the teachers in universities in Lahore shows that organisational 

culture has positive and significant effect on job satisfaction. Authors categorised 

organisational culture in two groups; organisational culture related to managers and 

organisational culture related to employees. Both types of organisational culture show 

positive and significant results.  

The results from the primary analysis shows that the clan and the Hierarchical 

organisational culture does not have positive relationship with the job satisfaction of the 

employees working in SMEs  in the tele-health sector in the UK. However the 

developmental and the rational organisational culture have positive and significant impact 

on the job satisfaction of the employees.  

  

 Impact of organizational culture in quality of goods and services provided 

One of the indicators to examine the non-financial performance of the SMEs is the 

quality of goods provided by the SMEs, which is used in this research. Quality of goods is 

a key area for any organisation and the organisational culture can play an important role in 

maintaining certain level of standard of goods. To examine the impact of organisational 

culture on the quality of goods and services provided by the SMEs in the UK, the regression 

analysis was conducted. For the analysis purpose, the quality of goods and service provided 

was taken as the dependent variable after aggregating all the sub elements which were used 
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as the indicator of the quality of goods and service, and the four organisational cultures 

were used as the independent variable.  

 

As shown in the table below the value of adjusted R –square is 0.401 which shows 

that 41 % variation in the dependent variable is explained by the independent variable 

included in the model. The R adjusted R square of 40 % is good as compared to the results 

for the earlier section. However the quality of goods and service provided mainly depends 

on the other factor such as the quality of the input, the process used etc. which are not 

included in the current model. This regression was conducted only to know the impact of 

the organisational culture on the quality of goods and service provide.  

 

Model Summaryb 

Model R R Square 
Adjusted R 

Square 

Std. Error of the 

Estimate 
Durbin-Watson 

1 .642a .412 .401 .78618 2.190 

a. Predictors: (Constant), Rational culture, Clan culture, Developmental culture, 

Hierarchical culture 

b. Dependent Variable: Quality of goods and services 

Table 5.26: Summary of the model for the quality of goods and service provided 

 

The ANOVA table below shows the F value of 35.926 which is significant at 1 % 

significance level. This shows that the cumulative effect of the independent variable on the 

dependent variable is significant. Similarly the results show that the value of Durbin-

Watson test is near two which means that there is no multi- collinearity among the variables 

included in the model. 
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ANOVA b 

Model 
Sum of 

Squares 
df Mean Square F Sig. 

1 

Regression 88.819 4 22.205 35.926 .000a 

Residual 126.705 205 .618   

Total 215.524 209    
a. Predictors: (Constant), Rational culture, Clan culture, Developmental culture, 

Hierarchical culture 

b. Dependent Variable: Quality of goods and services 

 

Table 5.27: ANOVA table for quality of goods and service provided 

 

The regression coefficient is shown in the table below.  

Coefficients a 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients T Sig. 

B Std. Error Beta 

1 

(Constant) .650 .430  1.512 .132 

Clan culture -.074 .064 -.063 -1.154 .250 

Developmental 

culture 
.749 .064 .643 11.644 .000 

Hierarchical culture .035 .063 .031 .560 .576 

Rational culture .075 .064 .066 1.183 .238 

a. Dependent Variable: Quality of goods and services 

Table 5.28: Regression coefficients for quality of goods and service provided 

 

As shown in the table above only the developmental culture have significant and 

positive impact on the quality of goods and services provided by the SMEs in the UK. 

The remaining three organizational cultures (clan, hierarchical and the rational) do not 

show any significant impact. The regression coefficient of 0.749 can be interpreted as; 

with one unit increase in the developmental culture in the SMEs the quality of goods and 

service provided increase by 0.749 units.  
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Testing of the hypothesis  

Hypothesis 2a: There is a direct and positive influence on the non-financial (quality of 

goods and service provide) performance from Clan organizational culture. 

The regression result does not show significant and positive results for the clan culture, so 

we reject this hypothesis. 

 

Hypothesis 2b: There is a direct and positive influence on the non-financial (quality of 

goods and service provide) performance from Developmental organizational culture. 

The regression coefficients show significant and positive results for the developmental 

culture, so we accept this hypothesis. 

 

Hypothesis 2c: There is a direct and positive influence on the non-financial (quality of 

goods and service provide) performance from Hierarchical organizational culture. 

The regression results do not show significant results for the hierarchical culture, so we 

reject this hypothesis.  

 

Hypothesis 2d: There is a direct and positive influence on the non-financial (quality of 

goods and service provide) performance from Rational organizational culture.  

The regression results do not show significant results for the rational culture, so we reject 

this hypothesis. 

 

Hypothesis Outcomes 

There is a direct and positive influence on the non-financial 

(quality of goods and service provide) performance from Clan 

organizational culture 

Rejected  

 

There is a direct and positive influence on the non-financial 

(quality of goods and service provide) performance from 

Developmental organizational culture 

Accepted  

There is a direct and positive influence on the non-financial 

(quality of goods and service provide) performance from 

Hierarchical organizational culture 

Rejected  

There is a direct and positive influence on the non-financial 

(quality of goods and service provide) performance from 

Hierarchical organizational culture 

Rejected  

Table 5.29: Summary of Findings  
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The reason behind the insignificant effect of the clan/market organisational culture is 

may be because in the clan culture the main concern is to look at the internal control within 

the organisation and also make sure that there is flexibility in the organisation. This may 

not be the case in the SMEs in the UK.  

Deshmukh (2006) examine the strength and weakness of the SMEs in terms of 

technological adoption and also the quality of the product. Author conclude that the SMEs 

are very flexible in adopting and absorbing new technology and innovation in one hand , 

whereas on the other hand the SMEs do not give much attention to the maintain the quality 

of the product produced and they end up producing the low quality products. The results 

from the current study are also in line with the previous studies about the impact of the 

developmental organizational culture in the quality of the goods provided by the SMEs.  

The hierarchical organizational culture is mainly focused on defining the ranks of the 

employees according to the level of importance in the organization. This type of culture 

contains control and rigidity which can discourage the initiatives about the creativity of the 

employees. This may be the reason that the more rigid hierarchical cultural less the 

durability of the product.  

The results from this analysis shows that the different organizational culture have 

effect on different aspect of the quality of the goods in the SMEs and some have positive 

effect on the same component while some have negative effect.  

Various researches have also been conducted earlier to examine the effect of the 

organizational culture on the non-financial performance of the SMEs. Deshpandé & Farley 

(2004) study the effect of the organisational culture on the organisational performance 

using the extended model of completing valued framework which was first used in Japan. 

The results show that the open organisational culture, such as developmental and adhocracy 

have direct impact on both the financial and non-financial performance of the organisation.  

Another study was conducted by Jones et al. (2005b) to examine the effect of  

organisational culture taking the change management as the indicator for the non-financial 

performance form the sample of 67 employees of state government. The results show that 

the employees who harboured strong emotional and relational values in their division 

exhibited higher levels of readiness for change prior implementation. Similarly the study 

by Wilderom et al. (2012) examined the impact of the organisation culture and leadership 

on the performance of the Banks in Dutch using the sample of 1214 employees.  
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The results show that leadership leads to better financial results whereas the 

organisational culture has significant impact on the non-financial performance as compared 

to the financial performance. Dadzie et al. (2012) examined the effect of the competitive 

strategy and the organisational culture on the performance using the relationship among 

185 firms in Ghana. The results shows that the organisations which have clan or 

developmental culture exhibited significant linkage with the performance while companies 

which possess adhocracy or hierarchy culture shows more implicit relationship with the 

performance. However the performance also depends on the orientation and the leadership 

strategy of the organisation.  

 

One of the main objectives of this research was to examine the impact of the 

organisational culture on the non-financial performance of the SMEs in the UK. To 

measure the non-financial performance of the SMEs three indicators were used; process 

quality, job satisfaction and the quality of the goods and service provided. To obtain the 

results four organisation culture (clan, developmental, hierarchical and rational) were used 

as the independent variables and three separate regression were run with taking three 

indicators of the non-financial performance as the dependent variables.  

The results for the process quality show that except for the clan culture, remaining 

three organisational cultures have significant and positive impact. This shows that the 

process quality of the SMEs in the UK is significantly and positively affected by the 

developmental, hierarchical and rational culture. Similarly the regression results which was 

conducted to examine the impact of the organisational culture on the job satisfaction, shows 

that clan culture does not have any significant impact whereas the hierarchical culture have 

significant and negative impact. 

The remaining two cultures (developmental and rational) show positive and significant 

impact on the job satisfaction. The last regression which measures the impact of the 

organisational culture on the quality of goods and service provided by the SMEs shows that 

only the developmental culture have significant and positive impact and other three cultures 

do not show any significant result.  
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 PROCESS 

QUALITY 

PRODUCT & 

SERVICE 

QUALITY 

JOB 

SATISFACTION 

CLAN REJECTED REJECTED REJECTED 

ADHOCRACY ACCEPTED ACCEPTED ACCEPTED 

HIERACHY ACCPETED REJECTED REJECTED* 

RATIONAL ACCEPTED REJECTED ACCEPTED 

*The Hierarchical organisational culture has Negative Significant influence.  

 

Table 5.30:  Summary of Hypothesises testing of influences of organisational Culture on 

Performance 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 5.2: Influence of different Organizational Cultures on Performance  

 

As can be seen in the Figure above, while Adhocracy culture contributes to all the 

three parameters which have been used to study Organizational performance i.e. Process 

quality, product and service quality and Job Satisfaction. Further, Clan has been found to 

not contribute to any of the parameters. Further, While Hierarchy contributes to Process 

quality, rational culture was found to contribute towards process quality and job 

satisfaction.  

 

 

Process Quality Product and Service Quality Job Satisfaction 

Clan Adhocracy  Hierarchy Rational 



187 

 

5.3.2 RQ3: Does firm’s innovation (innovativeness) product and process moderate 

between multidimensional Organizational Culture and non-financial 

(perceived) performance? 

Moderator variable 

Moderator variable is a third variable which affects the relationship between the 

independent variable and the dependent variable. In simple regression analysis if X is the 

predictor or independent variable and Y is the outcome or dependent variable ,  then Z can 

be the moderator variable that effect the casual relationship of X and Y. The significant 

moderator variable can cause a weakening or amplifying effect between the dependent and 

independent variable.  

On the other hand the mediator variable is used to measure the extent of relation 

between the criterion and the predictor. In other words the mediators are used to explain 

how the external physical events take on the psychological significance.  

The difference between the moderator and the mediator variable can be seen as, 

moderator variable is one which can influence the strength of a relationship between two 

other variables (X and Y) whereas the mediator variable is one which explains the 

relationship between the two other variables.  

 

 Impact of innovation on the non-financial performance of the SMEs  

Innovation has been continuously used as the key tool for the survival of the 

organization in the competitive world. Most of the organizations are focusing on the 

innovation in their organization with the main focus on enhancing market offerings with 

improved organizational performance. Similarly, innovation also helps to acquire the 

competitive advantage which cannot be imitated easily by the other competing firms.  

Many research scholars have emphasized on the role of innovation in the organization 

(Damanpour et al. 2009; Noble et al. 2002; Subramanian & Nilakanta 1996; Walker 2004). 

The process of innovation is essential for every type of firm whether it is big or small. 

According to (Lynch et al. 2010; Liao et al. 2012) small and medium enterprises (SMEs), 

should continuously acquire on their innovative competencies to survive in the market. 

Authors also said that it is not only the big organizations which have to innovate but also 

the SMEs which needs to focus on innovation so that they can grow and become large firms 
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in the future. Previous studies have shown that the SMEs all over the world have not been 

able to focus more on the innovation related to the organizational culture.  

In this section the innovation (both product innovation and process innovation) will 

be used as the mediator between the organizational culture and the non-financial 

performance of the SMEs in the UK. Study by (Prajogo 2011) in his study about the 

organizational culture and the performance has also recommended that the innovation can 

play a moderator or mediator between the organizational culture and the performance. Also 

the existing literature also highlighted that the innovation is one of important fundamental 

factor for the success of the SMEs. On the basis of the studies in the following section, 

innovation will be tested as the moderator between the organizational culture and the non-

financial performance.  

  

 Impact of Innovation on the non-financial performance of the SMEs  

Hypothesis 3a: Product and Service Innovation is a moderate between clan culture 

and the firm’s non-financial (quality of goods and services) performance.  

 

To examine whether the Product and Service innovation is the moderator between clan 

culture and the quality of goods and services the new variable was introduced which is the 

interaction between the product and service innovation and the clan culture. The regression 

was run taking the quality of goods and service as the dependent variable and the interaction 

variable and the clan culture as the independent variable. 

The results show that the value of the adjusted R square is very low and standard error 

is also high, which shows that the variables included in the model are not able to explain 

the variation in the dependent variable.  
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Model Summary 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate 

1 .131a .017 .003 1.01403 

a. Predictors: (Constant), Clan culture, product and service innovation, Clan 

_innovation 

Table 5.31: Summary of the model for clan culture 

 

Similarly the F value is also not significant. The results for the regression coefficient 

shows that neither the clan culture nor the interaction term have any significant effect on 

the quality of goods and services.  

ANOVA b 

Model 
Sum of 

Squares 
df Mean Square F Sig. 

1 

Regression 3.701 3 1.234 1.200 .311a 

Residual 211.823 206 1.028   

Total 215.524 209    

a. Predictors: (Constant), Clan culture, product and service innovation, Clan _innovation 

b. Dependent Variable: Quality of goods and services 

Table 5.32: ANOVA table for clan culture 

 

Coefficients a 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) 1.423 1.355  1.051 .295 

Clan _innovation -.109 .086 -.528 -1.267 .207 

product and service 

innovation 
.515 .344 .496 1.495 .137 

Clan culture .479 .337 .410 1.422 .157 
a. Dependent Variable: Quality of goods and services 

Table 5.33: Regression results for clan culture 
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Since the coefficient of the interaction term is not significant so the hypothesis that the 

product and service innovation is the moderator between the clan culture and the quality of 

goods and service provided has been rejected.  

 

Hypothesis 3b: Product and Service Innovation is a moderate between developmental 

culture and the firm’s non-financial performance ((quality of goods and services).  

To test this hypothesis the regression was run taking the quality of goods and services 

as the dependent variable and the interaction of the developmental culture and the product 

and service innovation as the independent variable. The development culture has also 

included in the independent variable.  

The adjusted R square shows that around 40 % of the variation in the dependent 

variable is explained by the independent variable included in the model and rest of the 

variation is due to the other factors. 

Model Summary 

Model R R Square Adjusted R Square 
Std. Error of the 

Estimate 

1 .642a .413 .404 .78393 

a. Predictors: (Constant), developmental _innovation, Developmental culture, product and 

service innovation 

Table 5.34: Model Summary for Developmental culture 

 

Results from the ANOVA table shows that the F value is significance which shows 

that the cumulative effect of the independent variable is also significant. 

ANOVAb 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 88.928 3 29.643 48.235 .000a 

Residual 126.596 206 .615   

Total 215.524 209    
a. Predictors: (Constant), developmental _innovation, Developmental culture, product 

and service innovation 

b. Dependent Variable: Quality of goods and services 

Table 5.35: ANOVA table for Developmental culture 
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Results for the regression coefficients are shown in the table below. The results show 

that the product and service innovation does not have any significant impact on the quality 

of goods and service provided. Similarly the coefficient for the interaction term is also not 

significant at 5 % significance level. 

Coefficients a 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 2.413 .873  2.764 .006 

product and service 

innovation 

-.446 .234 -.430 -1.903 .058 

Developmental culture .328 .224 .282 1.463 .145 

Developmental 

_innovation 

.113 .059 .595 1.912 .057 

a. Dependent Variable: Quality of goods and services 

Table 5.36: regression results for Developmental culture 

 

Since the interaction term also does not show any significance results we cannot 

accept the proposed hypothesis, so we reject the hypothesis. However the interaction 

terms seem more close to significance than the other individual variables included in the 

model.  

 

Hypothesis 3c: Product and Service Innovation is a moderate between hierarchical 

culture and the firm’s non-financial performance ((quality of goods and services). 

Similar to the previous hypothesis to test whether the product and service innovation 

is moderate between the hierarchical culture and the quality of goods and services provided 

by the SMEs the interaction variable was created using the hierarchical culture and the 

product and service innovation.  

 

The results show that the value of R square is low which shows that the variable 

included in the model are not able to explain the variation in the dependent variable.  
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Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .091a .008 -.006 1.01861 

a. Predictors: (Constant), Hierar_innovation, Hierarchical culture, product 

and service innovation 

Table 5.37: Summary of the model for Hierarchical culture 

 

 

Similarly the ANOVA table shows that the F value is not significant which means that 

the cumulative effect on the dependent variable is not significant.  

ANOVA b 

Model 
Sum of 

Squares 
df Mean Square F Sig. 

1 

Regression 1.785 3 .595 .574 .633a 

Residual 213.739 206 1.038   

Total 215.524 209    

a. Predictors: (Constant), Hiercy _innovation, Hierarchical culture, product and service 

innovation 

b. Dependent Variable: Quality of goods and services 

Table 5.38: ANOVA table for Hierarchical culture 

 

The following table shows the results for the regression coefficient and as shown in 

the table none of the independent variable shows any significant effect on the quality of 

goods and services in the SMEs, 
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Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) 3.635 1.229  2.957 .003 

product and service 

innovation 
.041 .319 .039 .128 .898 

Hierarchical culture -.092 .329 -.082 -.279 .781 

Hierar _innovation .012 .085 .061 .142 .887 

a. Dependent Variable: Quality of goods and services 

Table 5.39: Regression results for hierarchical culture 

 

 The interaction variable which was created to check whether the product and service 

innovation plays a role of moderator between hierarchical culture and the quality of goods 

and service, shows statistically insignificant results. So on the basis of the results we reject 

the hypothesis that Product and Service Innovation is a moderate between hierarchical 

culture and the firm’s non-financial performance ((quality of goods and services). 

 

Hypothesis 3d: Product and Service Innovation is a moderate between rational culture 

and the firm’s non-financial performance ((quality of goods and services). 

To test this hypothesis the regression analysis was conducted by taking the quality of 

goods and service as the dependent variable and the independent variables included in the 

model were; product and service innovation, rational culture and the interaction term of 

product and service innovation and the rational culture.  

As shown in the table below the adjusted R square does not show any impressive result 

which means that the variables included in the model were not able to explain the variation 

in the dependent variable.  

 

Model Summary 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .147a .022 .007 1.01176 
a. Predictors: (Constant), Rational culture, product and service innovation, rat _innovation 

Table 5.40: Summary of the model for rational culture 
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The results from the ANOVA table also shows that the cumulative effect of the 

variable is not significant as the F value is not significant.  

ANOVAb 

Model 

Sum of 

Squares df Mean Square F Sig. 

1 Regression 4.651 3 1.550 1.515 .212a 

Residual 210.873 206 1.024   

Total 215.524 209    

a. Predictors: (Constant), Rational culture, product and service innovation, rat 

_innovation 

b. Dependent Variable: Quality of goods and services 

Table 5.41: ANOVA table for rational culture 

 

The results for the individual effect on the dependent variable also show that none of 

the variables have significant impact on the quality of goods and service provided. 

Coefficientsa 

Model 

Unstandardized 

Coefficients Standardized Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 2.388 1.114  2.144 .033 

product and service 

innovation 

.201 .303 .194 .664 .508 

rat_innovation -.038 .077 -.203 -.489 .626 

Rational culture .274 .290 .240 .945 .346 

a. Dependent Variable: Quality of goods and services 

Table 5.42: Regression results for rational culture 

 

As the interaction term does not show statistically significant results, we reject the 

hypothesis that product and Service Innovation is a moderate between rational culture and 

the quality of goods and services provided by the SMEs in the UK.  

 



195 

 

Hypothesis  Outcomes  

Product and Service Innovation is a moderate between Clan culture 

and the firm’s non-financial performance (quality of goods and 

services) 

Rejected 

Product and Service Innovation is a moderate between 

Developmental/Adhocracy culture and the firm’s non-financial 

performance (quality of goods and services) 

Rejected 

Product and Service Innovation is a moderate between Hierarchical 

culture and the firm’s non-financial performance (quality of goods 

and services) 

Rejected 

Product and Service Innovation is a moderate between Rational 

culture and the firm’s non-financial performance (quality of goods 

and services) 

Rejected 

Table 5.43: Summary of Research Findings  

 

Product and Service innovation and the Process quality  

Now in this section the hypothesis that the product and service innovation is moderator 

of the organizational culture and the process quality of the SMEs will be tested.  In total 

four hypothesis will be tested for each of the four organizational culture.  

Hypothesis 3(1a): Product and Service Innovation is a moderate between clan culture 

and the firm’s non-financial performance (process quality). 

To test this hypothesis the new independent variable was created using the interaction 

product and service innovation and the clan culture. The dependent variable is the process 

quality. The regression results shows that the value of adjusted R square of 0.024 which 

means that around 3 % variation in the dependent variable is explained by the independent 

variable included in the m model and rest of the variation is due to the other factors.  

 

Model Summary 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .196a .038 .024 .965 

a. Predictors: (Constant), Clan culture, product and service innovation, Clan_innovation 

Table 5.44: Summary of the model for clan culture 
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However the ANOVA table as shown below indicates that the F value of 2.736 is 

significant at 5 % significance level. This shows that even the R Square is low the 

cumulative effect is significant.  

ANOVA b 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 7.649 3 2.550 2.736 .045a 

Residual 191.975 206 .932   

Total 199.624 209    

a. Predictors: (Constant), Clan culture, product and service innovation, Clan_innovation 

b. Dependent Variable: Process Quality  

Table 5.45: ANOVA table for clan culture 

 

The results for the individual effect of the independent variable on the dependent 

variable show that, only the clan culture shows significant effect on the process quality. 

However the main variable of interest the interaction term of clan culture and product and 

service innovation does not show statistically significant results. 

Coefficients a 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) .717 1.289  .556 .579 

product and service 

innovation 
.629 .328 .630 1.917 .057 

Clan_innovation -.133 .082 -.673 
-

1.631 
.104 

Clan culture .654 .321 .582 2.040 .043 

a. Dependent Variable: Process Quality 

Table 5.46: regression results for clan culture 
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Since the effect of the interaction term is not significant we reject the hypothesis that 

Product and Service Innovation is a moderate between clan culture and the process quality 

of the SMEs in the UK.  

 

Hypothesis 3(1b): Product and Service Innovation is a moderate between 

developmental culture and the firm’s non-financial performance (process quality). 

To test whether the product and service innovation is moderator between the 

developmental culture and the process quality, a new interaction variable was created using 

the interaction of the product and service innovation and the developmental culture and 

included in the independent variable. The process quality was used as the dependent 

variable.  

The results shows that adjusted R square is 0.055 which means that around 5.5 % of 

the  variation in the dependents variable is explained by the independent variable and rest 

of the variation is due to the other factors.  

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .262a .068 .055 .950 

a. Predictors: (Constant), developmental_innovation, Developmental 

culture, product and service innovation 

Table 5.47: Summary of the model for developmental culture 

 

Even the adjusted R square is low the ANOVA table shows that the F value is 

significant at 5 % significance level which means that the cumulative effect is significant.  

 

ANOVA b 

Model 

Sum of 

Squares df Mean Square F Sig. 

1 Regression 13.663 3 4.554 5.045 .002a 

Residual 185.961 206 .903   

Total 199.624 209    
a. Predictors: (Constant), developmental_innovation, Developmental culture, product 

and service innovation 

b. Dependent Variable: Process Quality  

Table 5.48: ANOVA table for developmental culture 
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The results for the regression coefficient are shown in the table below. The results 

shows that the interaction variable has significant and positive effect on the process 

quality.  

Coefficients a 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) 4.988 1.058  4.713 .000 

product and service 

innovation 
-.590 .284 -.591 -2.078 .039 

Developmental culture -.416 .272 -.371 -1.530 .128 

developmental_innovati

on 
.171 .072 .936 2.388 .018 

a. Dependent Variable: Process Quality 

Table 5.49: Regression results for developmental culture 

 

Since the interaction variable is statistically significant at 5 % significance level we 

accept the hypothesis that the Product and Service Innovation is a moderate between 

developmental culture and the firm’s process quality. 

 

Hypothesis 3(1c): Product and Service Innovation is a moderate between Hierarchical 

culture and the firm’s non-financial performance (process quality). 

To test the hypothesis the new variable was created by the interaction of the 

hierarchical culture and the product and service innovation and included in the independent 

variable. The dependent variable is the process quality.  

The results from the regression analysis show that adjusted R square is 0.151 which 

means that the 15 % variation in the dependent variable is being explained by the 

independent variable included in the model.  
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Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of 

the Estimate 

1 .404a .163 .151 .900 

a. Predictors: (Constant), Hierarchical culture, product and service 

innovation, Hierar_innovation 

Table 5.50: Summary of the model for the Hierarchical culture 

 

Similarly the results from the ANOVA table show that the F value is significant even 

at one percent significance level, which shows that the cumulative effect is significant.  

ANOVAb 

Model 
Sum of 

Squares 
df Mean Square F Sig. 

1 

Regression 32.631 3 10.877 13.418 .000a 

Residual 166.993 206 .811   

Total 199.624 209    

a. Predictors: (Constant), Hierarchical culture, product and service innovation, 

Hierar_innovation 

b. Dependent Variable: Process Quality 

Table 5.51: ANOVA table for Hierarchical culture 

 

The results for the individual effect are shown in the table below. The results shows 

that the main variable of interest i.e. the interaction variable does not show statistically 

significant results. However the Hierarchical culture has significant effect on the process 

quality.  
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Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) 1.226 1.087  1.129 .260 

product and service 

innovation 
.256 .282 .256 .907 .366 

Hierar_innovation -.048 .075 -.252 -.640 .523 

Hierarchical culture .602 .290 .559 2.071 .040 

a. Dependent Variable: Process Quality 

Table 5.52: Regression results for Hierarchical culture 

 

Since the interaction variable does not have any significant impact on the process 

quality we reject the hypothesis that the Product and Service Innovation is a moderate 

between Hierarchical culture and the firm’s process quality. 

 

Hypothesis 3(1d): Product and Service Innovation is a moderate between rational 

culture and the firm’s non-financial performance (process quality). 

In this hypothesis also the interaction variable was created by the interaction the 

product and service innovation with the rational culture and the process quality was used 

as the dependent variable.  

The results from regression analysis shows that the adjusted R square as 0.226 which 

shows that 26 % of the variation in the process quality was explained by the independent 

variable included in the model while the rest of the variation is due to other factors.  

 

Model Summary 

Model R R Square 
Adjusted R 

Square 

Std. Error of 

the Estimate 

1 .487a .237 .226 .860 

a. Predictors: (Constant), Rational culture, product and 

service innovation, rat_innovation 

Table 5.53: Summary of the model for rational culture 
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Similarly, the ANOVA table shows that the F value of 21.352 is significant at even 1 

% significance level which shows that the cumulative effect of the independent variable is 

significant. 

 

ANOVA b 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 47.349 3 15.783 21.352 .000a 

Residual 152.275 206 .739   

Total 199.624 209    

a. Predictors: (Constant), Rational culture, product and service innovation, 

rat_innovation 

b. Dependent Variable: Process Quality  

Table 5.54: ANOVA table for rational culture 

 

The results for the individual effect on the dependent variable are shown in the table 

below. The results show that, the rational culture have positive and significant effect on 

the process quality; however, the interaction term does not show statistically significant 

results.  

Coefficients a 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1.441 .946  1.522 .129 

product and service 

innovation 

.069 .258 .069 .268 .789 

rat_innovation -.020 .065 -.110 -.300 .764 

Rational culture .608 .247 .553 2.465 .015 

a. Dependent Variable: Process Quality  

Table 5.55: Regression results for rational culture 
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Since the interaction variable does not show significant results so we reject the 

hypothesis that the Product and Service Innovation is a moderate between rational culture 

and the firm’s process quality. 

 

Hypothesis  Outcomes  

Product and Service Innovation is a moderate between Clan culture 

and the firm’s non-financial performance (process quality) 

Rejected 

Product and Service Innovation is a moderate between 

Developmental/Adhocracy culture and the firm’s non-financial 

performance (process quality) 

Accepted 

Product and Service Innovation is a moderate between Hierarchical 

culture and the firm’s non-financial performance (process quality) 

Rejected 

Product and Service Innovation is a moderate between Rational 

culture and the firm’s non-financial performance (process quality) 

Rejected 

Table 5.56: Summary of Research Findings  

 

 Impact of Process innovation on non-financial performance of SMEs 

Process Innovation includes the implementation of new process of production or 

method of delivery using the new technique, software, model etc. Process innovation also 

includes the promptness in adapting to latest technology, technological efficiency of the 

firm and also innovation in the process technology. This paper is aimed to find the impact 

of the organizational culture on the non-financial performance of the SMEs in the UK. 

Similarly the innovation is also an integral part of most of the SMEs, so this section will 

examine the role of organizational culture as the moderator between the innovation and the 

non-financial performance of the SMEs.  

 

Hypothesis 3(2a): Process Innovation is a moderate between clan culture and the 

firm’s quality of goods and services.  

To test whether the process Innovation is moderate between clan culture and the 

quality of goods and service provided by the SMEs the interaction variable was created 

with the interaction of process innovation and the clan culture. The dependent variable is 

quality of goods and service provided.  
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The results shows the Adjusted R square as 0.004 which is very low so the variables 

include in the model are not able to explain much variation in the dependent variable.  

 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .135a .018 .004 1.01350 

a. Predictors: (Constant), Clan culture, Process innovation, Clan_pro.inno 

Table 5.57: Summary of the model for clan culture 

 

Similarly the ANOVA table shows that the F value is not significant which indicates 

that the cumulative effect is not significant.  

ANOVAb 

Model 

Sum of 

Squares df Mean Square F Sig. 

1 Regression 3.925 3 1.308 1.274 .284a 

Residual 211.599 206 1.027   

Total 215.524 209    

a. Predictors: (Constant), Clan culture, Process innovation, Clan_pro.inno 

b. Dependent Variable: Quality of goods and services 

Table 5.58: ANOVA table for clan culture 

 

The results for the individual regression coefficient are shown in the table below. 

The results show that the interaction variable does not show statistically significant 

results.  
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Coefficients a 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) 5.062 1.019  4.965 .000 

Process innovation -.474 .281 -.462 -1.684 .094 

Clan_pro.inno .138 .076 .690 1.807 .072 

Clan culture -.432 .281 -.370 -1.538 .126 

a. Dependent Variable: Quality of goods and services 

Table 5.59: Regression results for clan culture 

 

Since the interaction term does not have significant impact on the dependent variable 

which means that the process innovation is not the moderate between the clan culture and 

the quality of goods and services. So we reject the hypothesis.  

 

Hypothesis 3(2b): Process Innovation is a moderate between developmental culture 

and the firm’s quality of goods and services.  

Similarly to test this hypothesis the interaction variable was created with interaction 

of the developmental culture and the process innovation. The regression was run taking the 

quality of the goods and service as the dependent variable.  

 The results shows that  the 40 % of the variation in  the dependent variable was 

explained by the change in the independent variable in the model and rest  or the variation 

is due to the other factors not included in the model.  

Model Summary 

Model R R Square 
Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .639a .408 .400 .78680 

a. Predictors: (Constant), Developmental culture, Process innovation, 

Dev_pro.inno 

Table 5.60: Summary of the model for developmental culture 
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Similarly the F value is also significant even at 1 % significance level. This means 

that the cumulative effect is significant.  

ANOVAb 

Model 
Sum of 

Squares 
df Mean Square F Sig. 

1 

Regression 87.997 3 29.332 47.382 .000a 

Residual 127.526 206 .619   

Total 215.524 209    

a. Predictors: (Constant), Developmental culture, Process innovation, Dev_pro.inno 

b. Dependent Variable: Quality of goods and services 

Table 5.61: ANOVA table for developmental culture 

 

The results for the regression coefficients are shown in the table below. The results 

shows that the interaction variable does not have any significant effect on the quality of 

goods and service provided by the SMEs. In fact none of the independent variable shows 

the significant effect on the dependent variable. 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) 2.056 .918  2.239 .026 

Process innovation -.343 .244 -.334 -1.404 .162 

Dev_pro.inno .091 .062 .455 1.467 .144 

Developmental 

culture 
.408 .233 .351 1.750 .082 

a. Dependent Variable: Quality of goods and services 

Table 5.62: Regression results for developmental culture 

 

Since the interaction variable does not show statistically significant results so the 

hypothesis that the Process Innovation is a moderate between developmental culture and 

the firm’s quality of goods and services is rejected.  
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Hypothesis 3(2c): Process Innovation is a moderate between hierarchical culture and 

the firm’s quality of goods and services. 

 Similarly to test this hypothesis the interaction variable was created by the interaction 

of the hierarchical culture and the process innovation. To run the regression the quality of 

the goods and service was taken as the dependent variable.  

The results from the regression analysis shows that the adjusted R square is in in fact 

negative which shows that the model considered for the regression is not good and the 

independent variable are not able to explain the variation in the dependent variable. 

 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .073a .005 -.009 1.02010 

a. Predictors: (Constant), Hierarchical culture, Process innovation, 

hie_pro.inno 

Table 5.63: Summary of the model for hierarchical culture 

 

 

As shown in the ANOVA table below the F value is not significant which means that 

the cumulative effect is not significant.  

ANOVAb 

Model 
Sum of 

Squares 
Df Mean Square F Sig. 

1 

Regression 1.160 3 .387 .372 .774a 

Residual 214.364 206 1.041   

Total 215.524 209    

a. Predictors: (Constant), Hierarchical culture, Process innovation, hie_pro.inno 

b. Dependent Variable: Quality of goods and services 

Table 5.64: ANOVA table for the hierarchical culture 
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The individual effect of the independent variable on the dependent variable is shown 

in the table below. The results show that no variable shows the statistically significant effect 

on the quality of the goods and service provided.  

 

Coefficients a 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) 4.462 1.050  4.248 .000 

Process innovation -.191 .286 -.186 -.669 .504 

hie_pro.inno .063 .078 .317 .799 .425 

Hierarchical 

culture 
-.272 .292 -.243 -.930 .353 

a. Dependent Variable: Quality of goods and services 

Table 5.65: Regression results for hierarchical culture 

 

Since the interaction variable is not statistically the hypothesis that the Process Innovation 

is a moderate between hierarchical culture and the firm’s quality of goods and services is 

rejected.  

 

Hypothesis 3(2d): Process Innovation is a moderate between rational culture and the firm’s 

quality of goods and services. 

The interaction variable for this hypothesis was created with the interaction of the rational 

culture and the process innovation and was used as the independent variable. The 

dependent variable was the quality of the goods and services provided. 

Results from the regression analysis shows that the value of adjusted R square is  

0.010 Which means that only 1 % variation in the dependent variable is explained by 

the independent variable included in the model and the rest is explained by the other factors 

which are not included in the model.  

 

Model Summary 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .154a .024 .010 1.01060 

a. Predictors: (Constant), Rational culture, Process innovation, rat_pro.inno 

Table 5.66: Summary of the model for rational culture 
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Similarly the results from the ANOVA table show that the F value is not significant 

which shows that the cumulative effect is not significant. 

ANOVAb 

Model 

Sum of 

Squares Df Mean Square F Sig. 

1 Regression 5.132 3 1.711 1.675 .174a 

Residual 210.392 206 1.021   

Total 215.524 209    

a. Predictors: (Constant), Rational culture, Process innovation, rat_pro.inno 

b. Dependent Variable: Quality of goods and services 

Table 5.67: ANOVA table for rational culture 

 

The results for the regression coefficient are shown in the table below. The results 

indicate that the effect of each of the independent variable including the interaction 

variable is not statistically significant.  

 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) 4.320 1.133  3.812 .000 

Process innovation -.347 .301 -.338 -1.153 .250 

rat_pro.inno .090 .081 .506 1.114 .267 

Rational culture -.180 .316 -.158 -.570 .569 

a. Dependent Variable: Quality of goods and services 

Table 5.68: regression results for rational culture 

 

Since the effect of the interaction variable is not significant, hypothesis that Process 

Innovation is a moderate between rational culture and the firm’s quality of goods and 

services is rejected.  
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Hypothesis  Outcomes  

Process Innovation is a moderate between clan culture and the firm’s 

quality of goods and services 

Rejected 

Process Innovation is a moderate between development/adhocracy 

culture and the firm’s quality of goods and services 

Rejected 

Process Innovation is a moderate between hierarchical culture and 

the firm’s quality of goods and services 

Rejected 

Process Innovation is a moderate between rational culture and the 

firm’s quality of goods and services 

Rejected 

Table 5.69: Summary of Research Findings 

 

 Impact of the process innovation on the process quality in the SMEs  

In the previous section hypothesis were tested whether the process innovation is a 

moderator between the organization culture and the quality of the goods and service 

provided by the SMEs. In this section the hypothesis that whether the process innovation 

is the moderator between the organizational culture and the process quality will be tested. 

In total four hypotheses will be tested each for the four organizational culture.  

 

Hypothesis 3(3a): Process innovation is a moderate between clan culture and the 

firm’s process quality. 

To test whether the process innovation is a moderate between the clan culture and the 

process quality of the SMEs the interaction variable was created with the interaction of the 

clan culture and the process innovation. The dependent variable used in this hypothesis is 

the process quality.  

The results from the regression analysis shows that adjusted R square is 0.031 which  

means that the 3 % of the variation is explained by the independent variable used in the 

model and the rest of the variation is due to other factors.  
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Model Summary 

Model R R Square 
Adjusted R 

Square 

Std. Error of the 

Estimate 

1 .212a .045 .031 .962 

a. Predictors: (Constant), Clan culture, Process innovation, Clan_pro.inno 

Table 5.70: summary of the model for clan culture 

 

Similarly the results from the ANOVA table show that the F value is not 

significant which shows that the cumulative effect is not significant.  

ANOVAb 

Model 

Sum of 

Squares df Mean Square F Sig. 

1 Regression 8.946 3 2.982 3.222 .024a 

Residual 190.677 206 .926   

Total 199.624 209    

a. Predictors: (Constant), Clan culture, Process innovation, Clan_pro.inno 

b. Dependent Variable: Process Quality  

Table 5.71: ANOVA table for clan culture 

 

Results for the regression coefficient for each of the independent variable are given in 

the table below. The results show that none of the independent variable shows the 

statistically significant results including the interaction variable. 

 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) 3.325 .968  3.436 .001 

Process innovation -.032 .267 -.033 -.121 .904 

Clan_pro.inno .055 .073 .287 .763 .446 

Clan culture -.085 .267 -.076 -.319 .750 
a. Dependent Variable: Process Quality 

Table 5.72: Regression results for clan culture 
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Since the interaction variable shows statistically insignificant results so the 

hypothesis that the Process innovation is a moderate between clan culture and the firm’s 

process quality is rejected.  

Hypothesis 3(3b): Process innovation is a moderate between Development culture and the 

firm’s process quality. 

 The interaction variable was created with the interaction of the developmental culture 

and the process innovation. The dependent variable used was the process quality.  

The results from the regression analysis show that the value of adjusted R square as 

0.069 which shows that around 7% variations in the dependent variable is explained by the 

independent variable included in the model.  

 

Model Summary 

Model R R Square Adjusted R Square 
Std. Error of the 

Estimate 

1 .287a .082 .069 .943 

a. Predictors: (Constant), Developmental culture, Process innovation, Dev_pro.inno 

Table 5.73: Summary of the model for development culture 

 

Similarly the results from the ANOVA table shows that the F value is significant 

event at 1 % significance level which shows that the cumulative effect of the variables on 

the dependent variable is significant. 

 

ANOVAb 

Model 
Sum of 

Squares 
Df Mean Square F Sig. 

1 

Regression 16.466 3 5.489 6.173 .000a 

Residual 183.158 206 .889   

Total 199.624 209    

a. Predictors: (Constant), Developmental culture, Process innovation, Dev_pro.inno 

b. Dependent Variable: Process Quality 

Table 5.74: ANOVA table for development culture 
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The results for the regression coefficient are shown in the table below. The results 

show that none of the independent variables show statistically significant results 

including the interaction term.  

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) 4.022 1.100  3.655 .000 

Process innovation -.325 .292 -.329 -1.111 .268 

Dev_pro.inno .130 .074 .676 1.749 .082 

Developmental 

culture 
-.258 .280 -.231 -.924 .357 

a. Dependent Variable: Process Quality 

Table 5.75: Regression results for development culture 

 

Since the interaction term is not statistically significant, the hypothesis that the Process 

innovation is a moderate between Development culture and the firm’s process quality is 

rejected.  

 

Hypothesis 3(3c): Process innovation is a moderate between hierarchical culture and 

the firm’s process quality. 

In this case the interaction variable was created by the interaction of the hierarchical 

culture and the process innovation and as in the earlier hypothesis the process quality was 

used as the dependent variable.  

The results from the regression analysis show that the adjusted R square is 0.162 which 

shows that the 16 % of the variation in the dependent variable is due to change in the 

independent variable in the model and rest of the variation is due to other factors not 

included in the model.  
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Model Summary 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate 

1 .417a .174 .162 .895 

a. Predictors: (Constant), Hierarchical culture, Process innovation, hie_pro.inno 

Table 5.76: Summary of the model for hierarchical culture 

 

Similarly the results from the ANOVA table show that F value is significant at 1 % 

significance level which means that the cumulative effect is significant.  

ANOVAb 

Model 
Sum of 

Squares 
Df Mean Square F Sig. 

1 

Regression 34.791 3 11.597 14.493 .000a 

Residual 164.833 206 .800   

Total 199.624 209    

a. Predictors: (Constant), Hierarchical culture, Process innovation, hie_pro.inno 

b. Dependent Variable: Process Quality 

Table 5.77 ANOVA table for hierarchical culture 

 

The results for the regression coefficient are shown in the table below. The results 

show that none of the independent variable have statistically significant effect on the 

dependent variable.  
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Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients t Sig. 

B Std. Error Beta 

1 

(Constant) 1.363 .921  1.480 .140 

Process innovation .241 .251 .244 .961 .337 

hie_pro.inno -.030 .069 -.159 -.441 .660 

Hierarchical 

culture 
.515 .256 .479 2.011 .046 

a. Dependent Variable: Process Quality 

Table 5.78: regression results for hierarchical culture 

 

Since the interaction variable does not have significant effect on the process quality 

so the hypothesis that Process innovation is a moderate between hierarchical culture and 

the firm’s process quality is rejected. 

 

Hypothesis 3(3d): Process innovation is a moderate between rational culture and the 

firm’s process quality 

With the interaction of the rational culture and the process innovation the interaction 

variable was created for this hypothesis. The dependent variable for the regression analysis 

was the process quality.  

The regression results show that the value of Adjusted R square is 0.227 which means 

that 22 % of the variation in the dependent variable is explained by the independent variable.  

 

Model Summary 

Model R R Square 

Adjusted R 

Square 

Std. Error of 

the Estimate 

1 .487a .238 .227 .860 

a. Predictors: (Constant), Rational culture, Process innovation, 

rat_pro.inno 

Table 5.79: summary of the model for rational culture 
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The results from the ANOVA table shows that the F value is significant even at 1 % 

significance level which means that the cumulative effect of the independent variable on 

the dependent variable is significant.  

ANOVAb 

Model 

Sum of 

Squares Df Mean Square F Sig. 

1 Regression 47.437 3 15.812 21.404 .000a 

Residual 152.187 206 .739   

Total 199.624 209    

a. Predictors: (Constant), Rational culture, Process innovation, rat_pro.inno 

b. Dependent Variable: Process Quality  

Table 5.80: ANOVA table for rational culture 

 

Results for the individual effect are shown in the table below. The results shows that 

the all the independent variable shows insignificant results including the interaction 

variable. 

Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) 1.900 .964  1.971 .050 

Process 

innovation 
-.047 .256 -.048 -.184 .854 

rat_pro.inno .020 .069 .114 .285 .776 

Rational culture .453 .269 .412 1.686 .093 

a. Dependent Variable: Process Quality  

Table 5.81: Regression results for rational culture 

 

Since the interaction variable does not have significant impact on the process quality 

so the hypothesis that the Process innovation is a moderate between rational culture and 

the firm’s process quality is rejected.  
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Hypothesis  Outcomes  

Process innovation is a moderate between clan culture and the firm’s 

process quality 

Rejected 

Process innovation is a moderate between developmental/adhocracy 

culture and the firm’s process quality 

Rejected 

Process innovation is a moderate between hierarchical culture and 

the firm’s process quality 

Rejected 

Process innovation is a moderate between rational culture and the 

firm’s process quality 

Rejected 

Table 5.82: Summary of Research Findings  

 

In terms of the innovation in process quality and the organizational culture the 

previous studies have shown that there is significant effect of the organizational culture in 

the innovation process in any organization, however some studies have shown that the 

SMEs do not give much attention to the innovation process.  

A study by Liao et al. (2012) on the relationship between the organisational culture 

and the  innovation related to the process which includes the acquisition of knowledge and 

organisational learning shows that the organisational learning acts as a fractional 

intermediary between organisational innovation and organisational culture. The study was 

based on the insurance companies in the Taiwan. Another study by Prajogo & McDermott 

(2011) who examined the different types of the culture and  the performance dimension 

such as process quality, product quality, process innovation and product innovation.  

The results shows that the predominantly there is contrast between control and 

flexibility in the organisation culture and this can have diverse impact on the firm’s 

innovation and also in the internal and external orientation which is replicated in the various 

products and process.  

 

 

 

 

 



217 

 

5.4 Summary to the section  

In this section the Organizational Culture Dominance, impact of organizational culture 

on the non-financial performance and the moderation role of Innovation has been 

examined.  Innovation has been taken as the moderator variable between the organizational 

culture and non-financial performance of the SMEs in the UK. For innovation two types of 

innovation has been taken into consideration namely the Product and service innovation 

and the process innovation. Similarly the non-financial performance of the SMEs was 

measured by quality of goods and services and the process quality.  

In conclusion, among all the cultures, developmental/adhocracy was found to be the 

most dominant culture in the tele-Healthcare SMEs. Further, impact of different cultures 

on the organizational performance of the organization in terms of process quality, product 

and service quality and job satisfaction was analyzed. Among all the cultures, the 

developmental/adhocracy model was found to have the maximum impact on organizational 

performance followed by rational and hierarchical culture. Clan culture was found to have 

no impact on organizational performance.  

Further, in terms of moderator’s impact on organizational performance parameters, 

the results from the analysis, indicate that product and service innovation was taken as the 

moderator between the organizational culture and the non-financial performance 

(measured by process quality) does not show any significant results for all the four cultures 

(clan, developmental, hierarchical and rational). This shows that the product and service 

innovation is not the moderator between the organizational culture and the non-financial 

performance of the SMEs in the UK.  

The second set of hypothesis were tested taking the interaction of the product and the 

service innovation and the four organizational culture (separate for each of them) as the 

independent variable and process quality (measure of non-financial performance as the 

dependent variable. Four separate hypotheses were tested for four different organizational 

culture and the results shows that only for the developmental culture the coefficient of the 

moderator was significant and for remaining organizational culture the results were not 

significant. This shows that only in case of the developmental culture product and service 

innovation is the moderator between the organizational culture and the non-financial 

performance of the SMEs in the UK.  
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Similarly, the regression analysis was conducted to check whether the process 

innovation is the moderator between the organizational culture and the non-financial 

performance of the SME. In this case the moderator variable was created with the 

interaction of the process innovation and the organizational culture separately for each of 

the organizational culture. The results show that none of the coefficients shows significant 

results, which means that the process innovation is not the moderator between the 

organizational culture and the non-financial performance of the SMEs (measured by the 

quality of goods and services). Another set of hypothesis were tested with the same 

interaction variable but by taking the process quality as the dependent variable. The results 

show that in this case also none of the variables shows any significant results. This shows 

that the process innovation is not the moderator between the organizational culture and the 

non-financial performance of the SMEs in the UK.  

Another indicator of the non-financial performance of the SMEs, job satisfaction, has 

not been tested whether the innovation is the moderator between the organizational culture 

and the non- financial performance. This is because the on the results from the correlation 

does not show and significant correlation between the job satisfaction and the moderator 

variable.  

Many research scholars have examined the effect of the organizational culture on the 

innovation of the firms. A recent study by Ashraf et al. (2013)  where the authors examine 

the relationship between organisational culture and organisational innovativeness among 

the private universities in Iran using the sample of 485 faculty members. The results show 

that there exist positive relationship between the three types of organisational culture 

(adhocracy, market and clan) and organisational innovation. However the hierarchical 

culture and the innovation do not show any positive relationship.   

Authors also concluded that among the four cultures, the adhocracy culture shows 

maximum positive results. However the effect of various organisational cultures may have 

different effect with different types of industry and also different types firms. Similarly the 

study by Yeşil & Kaya (2012) on 54 firms in Turkey shows that innovation is an important 

mechanism for the survival of the firms in the competitive world and the organisational 

culture has significant influence on the innovativeness of the firm. The results also shows 

that the adhocracy culture have positive relationship with the innovation process in the 

organisation whereas clan and hierarchy does not show any significant relationship.  
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In terms of impact of organisational culture types on the non-financial performance 

and the innovativeness as the key moderation factor there has not been much work done in 

the past. A study by Davidson et al. (2007) to find the relationship between the 

organisational culture and the financial performance in the South African investment bank 

using the sample to 327 employees shows that the dimensions of the cultural which shows 

significant effect on the  performance of the organisation includes adaptability , 

empowerment, entrepreneurship, adaptability, consistency and strategy. When the 

organisational culture was coupled with the continuous learning and innovativeness then 

the results shows significant impact on performance of the organisation.  
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6. DISCUSSIONS, CONCLUSIONS AND RECOMMENDATIONS 

 

6.1 Introduction to chapter 

Small and Medium Enterprises’ (SMEs) role in the process of economic growth has 

been one of the debatable topic among the researchers. Different multilateral institutions 

have used different criteria to define SMEs. Further, despite providing crucial contribution 

to the economy of UK, not all SMEs are successful. The main reason for failure of SMEs 

is the weakness in management and also the problem in leadership. Also, newly-established 

SMEs are not able to adopt the various training schemes recommended for them due to 

budgetary constraints. 

It is in this context the present study analyzed the key elements of organizational 

culture existing within SMEs of UK, with special reference to tele-health care, owing to 

minimal number of studies focused on the area, along with exploring the impact of 

organizational culture on various perceived non-financial performances and role of 

innovation, which is crucial behind formation of SMEs, in fostering a relationship between 

multi-dimensional organizational culture and non-financial performances of these 

enterprises. In the past fifteen years there has been massive improvement in the technology 

for providing quality health and social care. The development of new technology in the 

developed countries in the area of information and communication has made assisted living 

more frequently available and thus is becoming increasingly popular, especially among 

senior citizens who need special care.  

Based on the academic and industrial contribution presented in the last chapter, it has 

been observed that organizational culture in the small and medium size enterprises (SMEs) 

of United Kingdom based on tele-healthcare sector plays a significant role while 

determining their functional efficiency along with that of their employees. Various authors 

such as, Witte & Muijen (2000), Alvesson (2012), Schein (2010) have identified the 

importance of organizational culture with special reference to clan and hierarchical culture, 

building the internal values of the SMEs.  

Further, findings of primary analysis conducted, indicated that adhocracy outdoes the 

clan or hierarchy by strengthening the external values through customer orientation and 

innovation. Similarly, while evaluating the role of organizational culture on the non-
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financial performances of SMEs, it is observed from academics that, firms with strong 

cultures perform effectively owing to their generating of impeccable amount of employee 

motivation, which is evidently based on innovation. Primary analysis stretches the 

academic contribution by highlighting the significance of developmental culture on 

encouraging innovation within the organizational structure.  

Furthermore, while evaluating the role of innovation on the non-financial 

organizational performance, academic sources failed to bring out a particular culture which 

is effective in thriving innovation. Various studies pointed towards varied organizational 

culture, thereby leading the researcher to conduct the concerned study for definite answer.  

The primary study reflected in the industrial contribution therefore, brought out 

developmental culture as significant, which not only leads to organizational innovation but 

also enables innovation specifically in terms of product to play the role of moderator 

between the culture and non-financial performance. Having reached to the understanding 

that developmental culture out of all the four, deems to be significant in upholding an 

organizations and its employees’ performance through cultivation of innovation, it is now 

necessary to answer the specific research objectives identified at the initiation of the study.  

The objectives established therefore, will be answered through exploration of the 

secondary sources, thereby bringing out the gap and filling out those gaps through primary 

findings carried out in previous chapter. Later, upon answering all the objectives 

established through secondary and primary sources exploration, certain recommendations 

have been presented, which are specific to the organizations surveyed. The sole purpose of 

the recommendations here is to strengthen the existing weaknesses identified through the 

study, both within the organizational structure and with existing policies, so as to boost the 

performance of the tele-healthcare SMEs based in the UK. Following the 

recommendations, future scope of research on similar ground has been discussed, which, 

due to certain limitations, this concerned study failed to address, concluded by a brief 

summary of the contents of this chapter. 
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6.2 Discussion  

Objective 1: To explore the key characteristics of SMEs and their organizational culture 

in the tele-healthcare industry in UK. 

Owing to flexible organizational structure and strategic management practices, Small 

and Medium Enterprises (SMEs) are on the rise, across the globe and has thus become an 

indispensable element for economies. This rising predominance of SMEs is due to their 

specific characteristics, has been brought out by various scholars over a considerable period 

of time (Holátová & Březinová 2013). Small and medium enterprises revealed the 

competitive advantages they enjoy over their rivals besides having quality of labor, 

flexibility in their functioning, effective know-hows, customer satisfaction and range of 

products and services offered.  

These characteristics present efficient characteristics in terms of guaranteeing 

significant performances and market stronghold (Harvie et al. 2010; Holátová & Březinová 

2013). Study conducted by Gibson & van der Vaart (2008) on SMEs of developing 

countries present that characteristics like pro-employee facilities in terms of leaves, 

provision of formal skills training to its employees for further development, organizing 

and contribution of local community projects, focus towards quality production through 

employee upliftment and establish efficient relationships between management and 

workforces and also between customers and management. These characteristics, though 

not all, but essentially reflects the identified features of the case SMEs. 

These key characteristics are essentially based on certain organizational cultures, 

which is essential in framing the internal structure of SMEs, as found from the primary 

analysis. Although the primary research conducted did not essentially focused on bringing 

forth the characteristics of SMEs, based in UK, yet, its exploration of the internal 

organizational culture and its impact on the non-financial organizational performance 

projected features such as, stability, quality, development and profit making. Frequency 

analysis of the case SME’s based on tele-healthcare in UK projected a multidimensional 

organizational culture, which according to the Institute of Business Ethics, (2007) helps 

them build trust and good relationships with customers, encourages employees to be 

dedicated to their work, and fosters a positive environment which results in good 

performance.  
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All the selected SMEs of UK reflected four prominent organizational culture, in their 

functioning which justifies the study of Zaheer et al. (2006). The authors made assertions 

through their study that SMEs cannot be considered to be high performing entities if they 

intensely accentuate only one culture type. On the other hand, the high performing SMEs 

are focused to develop their employees (Clan) along with ensuring a commanded output 

and performance from them (Market). Thus, SMEs with flexible culture register better 

performance. Further, the study reaffirmed the need of adaptive organizational culture for 

a firm to be able to confront environmental factors and progress in the aggressive 

competitive market.  

Thus, the managers and leaders of SMEs which follow a resilient market culture have 

to face struggles in endurance in situations that require adaptability, creativity, innovation 

and entrepreneurial skills. For instance in the primary findings, nearly half of respondents 

from organizations with clan culture agreed that clan culture is important in fostering 

human relation, team work and cohesion, assessment of the employees concern and ideas, 

empowerment of employee’s act with majority of them strongly agreeing with participation 

of the employees in the organization and open discussion.  

Similarly, with adhocracy, majority of the respondents strongly agreed with their 

company promoting creative problem solving within the organization. Other significant 

features exerted by the concerned culture in the SMEs are– flexibility and decentralization 

with distribution of power in the organization, fostering of growth, expansion and 

development, and promotion of innovation and change. SMEs with hierarchical culture on 

the other hand reflects, control and centralization, formalization and structure, stability, 

continuity and order and, predictable performance outcomes.  

And rational culture lastly withheld features like, task focus, accomplishments and 

goal achievement; direction, objective setting and clarity of goal; efficiency productivity 

and profitability; and performance, outcome excellence and quality. However, among all 

the four organizational cultures, majority of the case SMEs projected a propensity towards 

adhocracy, with more than 57% of the selected respondents agreeing for the same over 

52% of rational, 50% of clan and 49% of hierarchical culture. Such a finding finds 

similarity with the study of Rasmussen, (2013), who observed the organizational culture 
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having significant impact in the innovation process in the SMEs and also the leadership in 

the SMEs having important role to play in establishing organizational culture in any firm 

which according to the author, reduces the anxiety in the employee and also lead to the 

process of decentralization. Besides, innovation, one of the key features of adhocratic 

organizational culture (as has been identified through the study), leads to gain in 

competitive advantage which is necessary for sustainability and longevity of the 

organization, besides, leadership behaviors and employee attitudes amongst SMEs 

(Karopka et al. 2012; Liu 2013).  

However, from the secondary analysis, it has been observed that market culture is the 

most significant one to enable the SMEs in gaining various performance achievements, 

as this culture is aggressively competitive and highly goal oriented. The emphasis is on 

productivity, profitability, market acquisition and venturing into new markets successfully. 

Leaders of such firms are highly motivated, tough, and demanding (Lincoln 2010; Cameron 

& Quinn 1999). This culture is more oriented towards the external environment in place of 

the internal orientation.  

The emphasis is on transactions with external parties like suppliers, customers, 

contractors, licensees, unions and regulators. Under this culture the firm operates mainly 

by way of economic market mechanisms especially monetary exchange. Managers are 

more focused on profitability, bottom-line outcomes, standing in the niche markets and 

loyal customer bases. The orientation of the organization is based on competitiveness and 

productivity (Cameron & Quinn 2011; Cameron et al. 2006).  

Therefore, minimal presence of this culture affects the overall organizational 

functioning and gaining of perceived non-financial performance such as process quality, 

product quality and such others. The next objective in such a scenario will gain the 

researcher the answer towards the impact exerted by the organizational culture on the case 

SMEs of UK. 
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Objective 2: To understand the impact of organizational culture on perceived non-

financial performance of the SMEs. 

As observed in the previous objective, according to primary research the most favored 

and preferred cultural arrangement in SMEs is adhocracy. Further, it has been noted during 

the secondary research that organizational culture impacts performance of organizations 

non-financially. Study conducted by Deshpandé & Farley (2004) extended model of 

completing valued framework and showed that open organisational culture, such as 

developmental/adhocracy culture has direct impact on the non-financial performance of the 

organisation. Another study was conducted by Jones et al. (2005b) to examine the effect of 

organisational culture taking the change management as the indicator for the non-financial 

performance form the sample of 67 employees of state government.  

The results show that the employees who harbored strong emotional and relational 

values in their division exhibited higher levels of readiness for change prior 

implementation. Similarly the study by Wilderom et al. (2012) examined the impact of the 

organisation culture and leadership on the performance of the Banks in Dutch and the 

results showed that organisational culture has significant impact on the non-financial 

performance as compared to the financial performance. This objective focuses on 

determining whether different types of organizational cultures have an effect on various 

indicators of perceived non-financial performance of SMEs, namely, process quality, job 

satisfaction and quality of products and services provided. 

 

With respect to the impact of organizational culture on process quality, the primary 

research revealed that rational culture has the maximum impact on process quality with 

the coefficient value of 0.420; which means that with one-unit increase in rational culture, 

the process quality improves by 0.420 units, holding all others things constant. This impact 

was found to be positive as well as significant at 1% level. Further, there was found to be 

positive and significant impact of hierarchical culture and adhocracy/developmental 

culture as well, with coefficient values of 0.373 and 0.212, respectively.  

However, the analysis revealed that clan culture does not have a significant impact 

on process quality. Thus, except for the clan culture, remaining three organisational 

cultures have significant and positive impact on process quality of SMEs in UK. The 

process innovativeness has been directly linked with developmental culture by Yeşil & 



226 

 

Kaya (2012) who noted that organizations that follow developmental culture are more 

innovative than those who don’t. Similar findings were observed by Naranjo-Valencia et 

al. (2011b) in their study. 

Further, with respect to impacts of various cultures on job satisfaction, the primary 

research revealed that rational culture and developmental culture have positive and 

significant impact on the job satisfaction with correlation values 0.224 and 0.214, 

respectively. On the other hand, there was found to be negative and significant impact of 

hierarchical culture on the job satisfaction of the employees in SMEs in the UK, with the 

negative coefficient value of (-) 0.248. This means that with one-unit increase in 

hierarchical culture, job satisfaction reduces by 0.248 units. However, clan culture was 

found to have insignificant impact on job satisfaction among employees. A study conducted 

by Sempane et al. (2002) noted a discrete relationship between organizational culture and 

job satisfaction wherein both impact each other. Their study linked positive job satisfaction 

with facets like customer orientation, organizational integration, performance inclination 

and reward tendency and job dissatisfaction with factors like conflict resolution, 

temperament towards change, and locus of authority and management style.  

Similarly, Muhammad Llyas (2011) also noted a positive and significant relationship 

between organisational culture and job satisfaction. However, these studies failed to refer 

to different organizational cultures and their specific impacts on job satisfaction. This gap 

was addressed by Lok & Crawford (2004) who found that innovative and accommodating 

cultures like developmental culture impact job satisfaction and employee commitment 

positively. They also noted that hierarchical culture negatively influences job satisfaction 

for employees in SMEs. 

Lastly, the relationship between organisational culture and third indicator of non-

financial performance, i.e., the quality of goods and service provided by the SMEs has been 

discussed with reference to primary as well as secondary research. In this regard, the 

primary research revealed that out of the four different cultures considered for the study, 

only adhocracy/developmental culture has a significant and positive impact on quality 

of goods and services, with a correlation value of .749 which is quite high. However, the 

remaining three cultures show insignificant impact on goods and service quality.  

A study conducted by Deshmukh (2006) noted that while on the one hand, SMEs are 

very flexible in adopting and absorbing new technology and innovation; on the other hand, 
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SMEs do not give much attention to maintain the quality of the product produced and they 

end up producing low quality products. This is in contrast to the findings of the current 

study where it has been found that an organization following developmental culture and 

focusing on absorption of innovation is capable of producing high quality goods and 

services.  

These SMEs thus lag behind in terms of quality of goods and services due to lack of 

attention towards quality. It has also been noted that the hierarchical organizational culture 

is mainly focus on the defining the ranks of the employees according to the level of 

importance in the organization and thus, this type of culture contains control and rigidity 

which can discourage the initiatives about the creativity of the employees. This may be the 

reason that the more rigid hierarchical cultural, less the quality and durability of the 

product.  

A study conducted by Dadzie et al. (2012) examined the effect of the competitive 

strategy and the organisational culture on the performance in organizations and showed 

that the organisations which have clan or developmental culture exhibited significant 

linkage with performance while companies which possess adhocracy or hierarchy culture 

shows more implicit relationship with the performance. However, the performance also 

depends on the orientation and the leadership strategy of the organisation. 

The study thus found that developmental, rational and hierarchical cultures impact 

process quality positively. Further, while rational and developmental cultures impact job 

satisfaction positively; hierarchical culture impacts job satisfaction negatively. The 

quality of goods and services is impacted only by developmental culture. It may be noted 

that there is no impact of clan culture on any of the indicators of non-financial 

performance. 
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Objective 3: To examine whether innovation plays a role in fostering a relationship 

between multi-dimensional organisational culture and non-financial performance of the 

SMEs. 

This objective focuses on determining whether innovation is crucial in establishing a 

relationship between various types of organizational cultures and indicators of non-

financial performance of SMEs. For this, innovation has been considered in terms of 

product and service innovation and process innovation and its impact on quality of goods 

and services and process quality has been measured using regression analysis technique. In 

context of SMEs, Kaufmann & Tödtling (2002) noted that the innovation capacity of SMEs 

is immense given their heterogeneous character; however, such capacity is hampered due 

to lack of financial and human resources available with SMEs.  

A study conducted by Ashraf et al. (2013) showed that there exist positive relationship 

between the three types of organisational culture (adhocracy, market and clan) and 

organisational innovation, the strongest relationship being with adhocracy culture. Another 

study conducted by Yeşil & Kaya (2012) stated that adhocracy organisational culture has 

significant influence on the innovativeness of the firm. (Rosenbusch et al. 2011) stated that 

SMEs which are flexible in their approach towards accepting changes in the external 

environment, are more likely to reap full benefits of innovation. Thus, the success of 

innovation depends on the cultural differences in organizations. 

The primary research revealed that product and service innovation is not a 

moderating factor between any type of organizational culture and the firm’s quality of 

goods and services. However, it is a moderating factor between developmental culture 

and the firm’s process quality (coefficient value=.171 at significance=.018), while the 

relationship with other cultures, namely, clan culture, hierarchical culture and rational 

culture was not established. 

With respect to process innovation, the primary research revealed that it is not a 

moderating factor between any type of organizational cultures and the firm’s quality of 

goods and services. Similarly, process innovation is not a moderating factor between any 

of the cultures and the firm’s process quality. The secondary research revealed that while 

there is significant effect of the organizational culture in the innovation process in any 

organization, SMEs do not give much attention to the innovation process. 
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A study by Liao et al. (2012) on the relationship between the organisational culture 

and the innovation related to the process which includes the acquisition of knowledge and 

organisational learning shows that the organisational learning acts as a fractional 

intermediary between organisational innovation and organisational culture. (Syauta et al. 

2012) noted that an innovative culture in organizations leads to employees thinking freely, 

expressing their views and inspiring to come up with something unique, in terms of ideas 

for products and processes. Innovative culture leading to quality goods and services leads 

to better non-financial performance in an organization. 

A study conducted by Kirca et al. (2005) explored the relationship between market 

orientation and performance and found that the inter-relationship between market oriented 

culture and organisational performance mediated by innovation is much more convincing 

in the manufacturing sector especially in low power-distance and uncertainty-avoidance 

cultures and where performance is subjectively assessed.  

The authors also assert that market oriented culture and performance is stronger for 

both cost-based and revenue based performance measurement practices for the 

manufacturing entities as compared to their service counterparts. Carmen & María José 

(2008) attempted to establish a relationship between market orientation, culture and 

performance mediated by technological and organisational innovation. However, this 

relationship holds value when it is based on technological and organisational innovation. 

Thus, innovation acts as the moderator between organisational culture based on market 

orientation and organisational performance.  

The authors propose that firms can improve their performance through adopting 

innovation into the marketing models and achieve the desired economic and social 

performance. The study presents innovation as one of the chief moderators. Similar 

findings were presented by Wang & Ahmed (2004) who investigated innovation practices 

and their linkages where one or more types of innovation was presented as the dependent 

variable and was seen in association with a particular trait of the organisation, the individual 

employee or the innovation by itself. The types of innovation explored in the study are 

product innovativeness, market innovativeness, process innovativeness, behavioral 

innovativeness, and strategic innovativeness.  

The relationship of market-orientation culture and firm’s performance was also 

substantiated by Yoon & Lee (2005) wherein they presented the marketing function as the 
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echo of the organisational culture and the degree to which it addresses the requisites of 

customer’s values and beliefs. Market- oriented culture encompasses orientations linked 

with customers, competitors and inter-departmental teamwork. This culture induces 

innovation into the group culture to elevate the firm’s performance to a greater higher by 

effectual and efficient implementation of marketing strategies to deliver maximum 

customer value.  

From the resource-based perspective as well, marketing is viewed as a culture wherein 

the key potentiality lies in the sources of competitive edge over the competing firms. This 

is possible only through putting the available resources to the best possible innovative use. 

The firms need to adopt a proactive culture to promote innovation and position it in the 

market in manner that it entices the competing brands to catapult the competitive advantage 

through acquisition, replication, substitution and attempting better innovation.  

While Yoon & Lee (2005) established a relationship between market-oriented culture 

and firm’s performance, Hassan et al. (2012) studied the influence of organisational culture 

on the employee performance through organisational innovativeness. The study laid 

emphasis on the notion the contemporary organisations are evolving to be knowledge-

centric organisations. This gradual change can be accredited to the depleting resources, 

vibrant business environment, deepening competition and dynamic customer expectations 

for better service and product quality. The moderating role of innovation is the influence 

of organisational culture on firm performance in the banking sector was further explored 

by Salau et al. (2014) who found organisational culture as obligatory and imperative aspect 

of the survival and success of any organisation and also inculcating values in the 

employees. 

The firms thus, need to subject their functioning to high level of creativity, innovation 

and invention. Organisational culture plays the role of the thread that sews the mutually 

shared values and beliefs across all the members of the organisation and ensures that 

everybody is working in the same direction. It is also one of the key determinants of 

innovation. Innovation, in turn, is centrally about implementation of an idea that helps to 

better the employees’ performance. Apart from organisational culture, innovation has other 

determinants too like the role of information technology, firm strategy, organisational 

design, organisational learning and knowledge management.  
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6.3 Conclusions    

Organizational Culture of the SMEs in Tele-healthcare Industry, UK 

Academic Lens   

Secondary sources consisting of scholarly articles and research works project the 

significant presence of SMEs in the market economy of the United Kingdom and its role 

in fostering the functioning of tele-health care in the country, thereby assisting the elderly 

population, bringing health care at their doorstep. SMEs, in the wake of decreasing 

government expenditure in health care sector and increasing responsibility of the healthcare 

sector to aid the ageing population in their health-related needs, has the scope of playing a 

pivotal role in providing tele-health care, thereby becoming significant drivers of health 

care (European Commission, n.d.). Samantha (2012) pointed out that SMEs which play a 

vital role in providing tele-healthcare are not directly involved in the process of R&D of 

new technology; instead, the SMEs adopt the new technologies which are combined with 

their existing technology to produce a large number of advanced products used in tele-

health care. 

Organizational culture plays a significant role when determining the efficiency of 

functioning of an organization and its employees as it unconsciously builds a set of implied 

values that guide the organisation. It is the responsibility of the senior-level management 

to establish, promote, maintain and change the organisational culture. Organisational 

culture has gained a lot of relevance in the modern organisation where amalgamation of 

individual goals with organisational ones is necessary and employees are required to relate 

to organisational values (Alvesson 2012). Schein (2010) asserted that varied culture like 

national, ethnic, professional, organizational and microsystem issues are inter-related and 

exert considerable influence on each other which renders the model of organizational 

culture as mutually accepted assumptions and values by a group in order to solve problems 

of adaptability to external environment and internal integration and is valid in approach 

and therefore is imbibed across the organization and even taught to new employees to 

ensure synchronization. 

In the present study, the organizational culture across SMEs in UK have been analyzed 

using the Competing Values Framework (CVF) developed by Quinn and Rohrbaugh. The 

model explicates value systems based on two key dimensions: pairs of contrary values 
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(flexibility versus control and internal versus external orientation). The model explicates 

value systems based on two key dimensions: pairs of contrary values (flexibility versus 

control and internal versus external orientation). The analysis on the basis of this model 

can elucidate similarity of various cultures with the organizational goals of innovation. The 

analysis on the basis of this model can elucidate similarity of various cultures with the 

organizational goals of innovation.  

The managers of SMEs can amalgamate the organizational culture, market orientation, 

climate, socialization processes with the help of the CVF model and gradually impact the 

market standing of the organization. Rhyne et al. (2002) opined that technology centric 

firms need permutation of physical capital, human capital and organization capital so as to 

survive the competition and organizational culture is an indispensable aspect. For this, his 

study was centralized on evaluating the influence of national culture on new product 

innovation. 

Zaheer et al. (2006) through their study on SMEs of Pakistan further noted that SMEs 

cannot be considered to be high performing entities if they intensely accentuate only one 

culture type. The present study also indicates that there is an influence of more than one 

culture on the case SMEs, however, the dominant culture was found to be Adhocracy. On 

the other hand, the high performing SMEs are focused to develop their employees (Clan) 

along with ensuring a commanded output and performance from them (Market). Thus, 

SMEs with flexible culture register better performance.  

Similar views has been echoed by Duréndez & Garcia (2008), Naranjo-Valencia et al. 

(2011) and Liu (2013), who based on their in different countries, emphasized on the 

multicultural approach of organizational culture as one of the key characteristic of SMEs, 

which further thrives, performance, creativity, innovation and competitive advantage in the 

market. Similar yardsticks are significant for SMEs based on tele-health care sector of UK 

which is significant from the results obtained in the study. 

 

Industrial Lens   

The findings of the primary analysis are in sync with the findings of the 

secondary data analysis. Although the literature extensively discusses the organizational 

culture, it fails to identify similar pattern in case of SMEs based in tele-health care sector. 
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According to the findings of statistical analysis, most of the SMEs in the country are 

operational for 10 years with most of their core functioning related to production of goods 

and services related to ALT.  

Furthermore, based on Prajogo's (2011) scales of measuring multi-dimensional 

organizational culture and performance involving Group, Developmental, Hierarchical 

and Rational factors, frequency analysis of Organizational culture project that, Group 

(clan) culture is significant in maintaining– participation and open discussion (77%), 

empowerment of employees to act (63%), assessment of employees’ concerns and ideas 

(69%) and, human relation teamwork and cohesion (76%), within the organizational 

structure and functioning. Developmental (adhocracy) culture results in flexibility and 

decentralization (72%), expansion growth and development (75%); innovation and change 

(71%), and creative problem solving process (84%).  

Maintenance of developmental culture along with effective leadership and innovation 

reduce the anxiety in the employee and also lead to the process of decentralization. 

Supporting the elements exerted by developmental culture within SMEs of tele-health care, 

Conde et al. (2010) stated that the tele-health application have become increasingly 

important in providing health education, so to provide the education, research activities and 

education innovation in the tele-health sector should be fostered and the companies 

involved in this sector focus more on the creative ways to provide the services to its 

customers.  

Hierarchical culture measured through the elements of control and centralization ; 

routinization , form alienation and structure, stability ; continuity and order and  predictable 

performance outcomes, showed that most of the employees though agreed that this culture 

ensured functional stability and order within the SMEs, yet, it failed to foster innovation 

and job satisfaction within its workforces, implying that, although its advantages cannot be 

denied, yet it is less effective than other cultures in fostering organizational performance 

in context of UK. Rational culture reflected elements like, task focus, accomplishments and 

goal achievement ; direction, objective setting and clarity of goal; efficiency productivity 

and profitability ; and performance, outcome excellence and quality, in organizational 

context. More than 72% of the respondents agreed that rational organizational culture is 

effective in fostering the above elements within SMEs of UK, thereby developing the 

overall performance of the enterprises in tele-healthcare sector. 



234 

 

Based on the findings of primary research, all the cultures are evident in 

fostering individual efficiency and performance, however, adhocracy was found to 

influence the most and indicated to be a dominant culture within UK’s SMEs. The 

results from the analysis contribute towards the industries to focus on their overall 

culture and define their policies such that innovation, effective leadership, stability 

and creativity can be maintained within the industry. Adhocracy fosters all the four 

elements mentioned above, each having a significant correlation with the organizational 

performance. The findings are in sync with the findings of previous research studies, 

wherein developmental culture has been stated evidently by past researches, as one of the 

crucial factor behind effective organizational performance of SMEs.  

 

Organizational Culture and Non-financial performance of SMEs 

Academic Lens   

Every organization comprises of financial as well as non-financial performances, 

which are measured to understand the overall organizational performance and to 

understand the effect of organizational culture on these elements. If organisational culture 

is left unattended or is ineffectively managed or an inappropriate culture is being nurtured 

purposely, the organisation heads towards a sure catastrophe. Organisational culture can be 

righteously employed to emerge as a competitive advantage and also enhance the bottom 

line. Primarily, most popularly held notion about organizational culture is that it exercises 

significant impact on organizational performance. This implies that firms with strong 

cultures stand more chances of accomplishing their goals as compared with their weak 

counterparts. However, the underpinning postulation is that strong cultures promote better 

performance because they generate an impeccable amount of employee motivation 

(Flamholtz & Randle 2011).  

This presumption was earlier explored by Ahmad & Darzi (2008) who viewed 

organisational culture as a interceding variable. Further, organizational culture accordingly 

to employees is dependent on team work, collaborative nature of the peer groups, degree 

of risk tolerance and management’s ability to stand conflict. Study conducted by Hatch & 

Schultz (1997) explored the association between organisational culture, identity and image, 

and asserted the importance of the modern organisations to build their corporate identity as 
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a linkage between the external position of the firm in various environments and internal 

interpretations deduced within the corporate culture.  

This shows that there should a synchronization of the image portrayed to the world 

and the perceived image of the firm by the internal stakeholders– corporate image. Such 

image acts as a highly valuable asset, and is acknowledged as a non-monetary 

organizational performance measure. The findings of the secondary research are based on 

extensive research conducted which clearly reflects on the relationship between 

organizational culture and non-financial performance. The findings from employee 

perspective further ads to the academics on a global scenario.  

Further, the researcher also indicates that employee perception of the organizational 

culture has impact on work-life balance, conflicts, job satisfaction, work commitment and 

turnover intentions and thus, is significant in shaping the employees’ overall perception 

about the organisation. A number of studies in the literature indicated that job satisfaction 

is linked with organizational culture since employee perception is important to maintain 

the dynamism of the organization (Allen 2001; Sempane et al. 2002; Lok and Crawford 

2004; ). Also performance of the organization is also linked with organizational culture. 

Exploratory study conducted by Deshpandé & Farley (2004) deduced that open 

organisational cultures (market and adhocracy), robust market orientation and 

innovativeness has constructive impact on performance.  

However, a moderator was also identified to be contributing towards organizational 

performance of the organization which was not explored in the previous academic research 

on the topic i.e. change management. It was posit that employee perception in a culture that 

lays a lot of emphasis on strong human relations and has open systems fosters higher 

willingness to accept change.  

The study established that employees who harboured strong emotional and relational 

values in their division exhibited higher levels of readiness for change prior to 

implementation. This pre-implementation readiness for change smears a constructive 

influence on employee satisfaction related to the change being implemented. Lau & Ngo 

(2004) echoed similar results, thereby pinpointing that a developmental culture is the 

lacking nexus between HR system and innovative consequences. The study serves as a 

testimony for the need of innovative climate (through HR practices) during the innovation 

process and the role of organizational culture as a facilitator for the same.  
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Thus, innovation is also an implied measure of organizational culture performance 

measurement. Uzkurt et al. (2013) too, rest their view on similar perspective, pointing out 

that culture have a constructive influence of innovativeness of an enterprise which in turn 

as an immediate effect on performance aspects and culture. Innovation is here seen as the 

chief driver of performance as it promotes competitive edge over the counterparts and 

services need innovation too. Further the literature also explored the importance of 

management style in influencing employee performance and in turn the overall 

organizational performance (Salau et al. 2014). The findings from the secondary research 

indicate that the culture needs to nurture employee participation, commitment, team work 

and synchronisation that results in employee performance enhancement and self- 

improvement initiatives. This will gradually led to high performing organization that can 

be evident from profitability and lower attrition rate. Thus, management style, change 

management and innovation has been identified to foster organizational performance and 

job satisfaction as non-financial performance of the organization.  

 

Industrial Lens   

Although the literature extensively discusses the organizational culture, it fails to 

identify similar pattern in case of SMEs based in tele-health care sector. Owing to their 

recent rise, this filed is yet to be explored in-depth. Also country-wise studies highlighting 

the role of innovation on culture and non-financial performance of SMEs of tele-healthcare 

is also relatively minimal, rendering importance to the current study, which focuses on the 

specific organizational culture among the four which has heavy contribution to effective 

performance of these case companies.  

In the present study, organizational performance was measured on the basis of the 

quality of the goods and services provided by the SMEs as compared to its competitors. 

The results indicated that 63% of the respondents’ SMEs were somewhere in between 

leader and almost leader in providing goods (performance), 61% believed that their 

enterprises were somewhere in between leader and almost leader in terms of reliability, 

durability of goods reflected similar response, with 57% of the employees’ enterprises 

being within leader and almost leader and product specification too yield result of 62% of 

respondents’ SMEs to be in between leader and almost leader. Such an analysis project that 
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although, the heavier side is leading the market of goods, yet, the value is not that high, 

thereby reflecting evident scope of development of these SMEs in tele-health care sector. 

Analysis of the SMEs providing services reflect that, nearly 50% are leaders and 26% 

are almost leaders in terms of performance, which is appreciable when compared to SMEs 

providing goods. Furthermore, in terms of reliability, 75% of respondents’ organizations 

fall in between leaders and almost leaders; durability reflected 72% of SMEs within leaders 

and almost leaders and, specification of service provision reflected 74% falling in between 

leaders and almost leaders. Such reflection implies that most of the SMEs providing 

services work for development and maintenance of quality of their products. Also, another 

reason behind such reflection owes to high market competitiveness among SMEs providing 

both goods and services thereby enriching the quality of products delivered to their 

customers in tele-health care sector, and projecting an efficient organizational culture & 

performance. 

The non-financial performance including, process quality, job satisfaction, innovation 

of products & services and innovation of processes, within SMEs and the level of impact 

organizational culture exerts upon them can be understood through the following 

discussion.  

As per the findings, the process quality of goods and services since tele-healthcare 

industry deals with healthcare related products and it becomes all the more important to 

ensure that there are no problems such that the process quality is not hampered. The 

importance of standardized documented process is well understood by the participating 

organizations which indicated to have proper documentation. Further nearly 40% of the 

respondents indicated that they adopted statistical techniques to improve the overall process 

and reduce variations in the process reflecting majority were affirmative about the quality 

of the overall process.  

Such a response indicates towards the stability and order prevalent within the 

functioning of the SMEs, ensured by strong organizational culture which will give cue to 

the other companies to follow suite and incorporate these policies in order to improve their 

overall performance. Further in terms of job satisfaction, nearly 50% of the respondents 

indicated that they were satisfied with their job responsibilities. The 3% respondents who 

indicated that they were not satisfied can be considered negligible. Such a response verily 

exerts the significant impact of culture on job satisfaction of employees. This further 
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explains the importance of organizational culture on the overall employee’s job 

satisfaction. Therefore, the companies will have to work to improve their organizational in 

order to ensure job satisfaction of its employees.  

Another important non-financial indicator influenced by the presence of 

organizational culture is innovation both in terms of products and services. Previously 

explored scholarly studies have shown that the SMEs are not able to  foster the innovation 

proces in to their organisational culture and encourage the innovative human capital. 

Studies also shows that the innovation process in the SMEs are in the initial stage (Halim 

et al. 2014). Such a notion has been refuted by the present analysis which reflects that, 

nearly 45% of the respondents’ firms are comparable with their competitors in terms of 

innovation capability, with 55% responding that their firms are between leader and almost 

leader.  

Minimal respondents view their firms to be lagging behind in fostering innovative 

policies in terms of products and services, thereby making innovation as one of the major 

yardstick influenced by culture, though evident scopes are present for further improvement. 

Various factors measuring process innovation such as, technological competitiveness, 

adoption of latest technological innovation, novelty of technology and rate of change in 

processes, techniques and technology reflect that SMEs in tele-health sector in the UK are 

in almost in the same position.  

The results from the inferential analysis indicate that culture lacks a dominant role in 

process quality. Hierarchical culture has predominance on full-proof designing and 

operationalization within SMEs, projecting its major role pointed out by previous 

researchers– stability and order. Similarly clan culture, one of the favoured culture among 

eminent studies, too project insignificant impact on process quality, deploying all is 

influence over employee empowerment and growth.  Only developmental culture yield 

positive and significant results through, regression and correlation analysis.  

Each of the four cultures has a significant correlation with any one or two factors 

associated with process quality and not all of the factors. Taking the yardstick of job 

satisfaction, regression analysis reflects a discrete relationship with organisational culture. 

Developmental culture related to managers and employees thereby influencing job 

satisfaction show positive and significant results. Exploring the impact of culture on quality 

of goods, it is reflected that, developmental culture has significant influence on two factors 
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associated with the quality– namely the performance of the goods and the reliability of the 

goods; however, clan culture and others yielded negligible significance.  

Besides, developmental culture exerts a negative correlation with reliability of goods, 

which contradicts the impact exerted by hierarchical culture on the same. Lastly, 

developmental culture exerts a significant impact on the performance and reliability of 

goods too, over other three cultures, although performance is negatively correlated with the 

concerned culture, despite being significant. Regarding the influence exerted by 

organizational culture on quality of service provided, regression analysis projected a 

negligible impact of clan culture on any factors associated with service provision. Rest, 

hierarchy and rationality exert influence on two factors, influencing each of the other aspect 

of service provision of the SMEs. 

Only developmental culture reflecting positive correlation with all the factors of 

process quality, job satisfaction, quality of goods and quality of services, thereby emerging 

as the most significant of all cultures.Thus, the present research presents useful insights 

about the role organizational culture in influencing the non-financial performance of the 

organization.  

 

Moderation Role of Innovation between Organisational Culture and Non-Financial  

Performance of SMEs 

Academic Lens   

As has been explored in the previous sections, the moderation role of innovation is 

imperative between organizational culture and non-financial performance of SMEs. 

Despite innovation being a significant imperative for any society as a whole, there is a 

dearth of universally accepted and applied definition of innovation. Even from the business 

perspective, there is a lack of unanimously accepted definition of innovation and each firm 

has its own interpretation of the concept.  

However, different research scholars have done research in determining the definition 

of innovation. Rogers (1998) asserted that innovation can be explicated as the adoption of 

unique concepts, designs and thoughts to products, activities or any other facets of business 

operations. Innovation is basically linked with commercialization or economic viability of 

the novel ideas. Brown & Ulijn (2004) assert that innovation is about developing something 
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unique and getting economic success out of it in the market. Innovation surpasses the 

pursuit of products and encompasses services, processes and technology.  

However, according to Brown and Uljin (2004) innovation is a group effort in case of 

organisations and can be portrayed through its multi-dimensional facets and restricted 

controllability (Brown & Ulijn 2004). Further, Tiwari (2008) elucidated innovation as the 

presentation of a new or radically improvised product or service or process, unique 

marketing strategy or tactic, or a breakthrough in the conventional business activities, 

organisational structure or external relations. Baregheh et al. (2009) viewed innovation 

from the strategic perspective and proclaims that innovation and its management needs a 

strategic outlook.  

This is because, organisations need to be proactive in responding to the changing 

marketing conditions especially customer demands and lifestyles, leveraging the 

advantages offered by technology and altering market dynamics. In present times, Atkinson 

(2013) discounted the general perception of innovation being exclusively technological in 

nature that brings new products into existence or innovation is centrally research and 

development work that is carried on at universities, science laboratories and companies. 

Thus, from all the definitions it can be concluded that firms need to constantly innovate 

because it needs to constantly improve its offerings and business processes in order to 

ensure sustaining in the cut-throat competitive industry scenario and grow in the global 

recessionary times. Innovation can also be seen as tool used by the organisation to exert 

influence to the environmental circumstances of both internal and external vertices.  

It is worth noting that innovation is subject to the availability of resources, capabilities, 

strategies and expectations. This research on innovation enables the academic researchers 

to further develop the definition of innovation. However, the present researcher further 

connected the dots between innovation, organizational culture and non-financial 

performance of the firm. The role of innovation in any firm’s performance is highly 

inevitable. It improves the quality of not only products and services offered but also the 

process of how they are offered. It is only through innovation that time management can 

be optimized and product innovation and flexibility can be fostered. Innovations help in 

lowering costs and improving financial returns. When products are innovative and 

processes are quick, customer satisfaction is bound to elevate.  
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Thus, the role of innovation is very crucial in boosting the overall performance of any 

organisation especially SMEs as it is only through innovation that SMEs can expand their 

business and presence (Tatikonda (2007), Marques & Ferreira (2009), Carmona-Lavado et 

al. (2010), Crossan & Apaydin (2010), Pullen et al. (2012), and Camisón & Monfort-Mir 

(2012)). Furthermore, various studies conducted over time (e.g. Syauta et al. (2012), Ashraf 

et al. (2013), Duygulu & Özeren (2009), Yeşil & Kaya (2012), Behram & Özdemirci 

(2014)) pointed out the positive relationship between innovation and organizational 

culture, which exercises significant impact on non-financial performance of SMEs, through 

evolved leadership styles and entrepreneurial role. 

 However, all the studies explored do not provide a definite concept of culture, which 

enables innovation to influence positive the non-financial performances of organizations. 

The culture varies in different organization and therefore, it will be interesting to explore 

the industrial contribution to understand the particular of culture existing in SMEs of UK, 

thereby influencing innovation and shaping its performance. 

 

Industrial Lens   

Although the literature extensively discusses the organizational culture, it fails to 

identify similar pattern in case of SMEs based in tele-health care sector. Owing to their 

recent rise, this field is yet to be explored in-depth. Also country-wise studies highlighting 

the role of innovation on culture and non-financial performance of SMEs of tele-healthcare 

is also relatively minimal, rendering importance to the current study, which focuses on the 

specific organizational culture among the four which has heavy contribution to effective 

performance of these case companies. The inferential analysis for the present research was 

done using sub-sections within innovation i.e. product innovation and service innovation.  

While, product and service innovation is a moderate between 

Developmental/Adhocracy culture and the firm’s non-financial performance (process 

quality), on the other hand, process innovation does not have any significant impact on 

the non-financial performance of the SMEs at least in the UK. The results are in sync with 

the previous research studies, wherein although innovation has been discussed as an 

important moderator, however, there is no segregation of innovation with respect to product 

and process innovation. Further, according to Syauta, Troena, Setiawan, & Solimun, (2012)  

innovative culture helps the employees to take initiative in the entire process and they can  
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However, it is rightly argued that organisational culture is not the sole factor 

responsible for the success of any firm; rather it is one of the chief catalyzing factors that 

promotes innovation which in turn boosts the firm’s performance both financially and non-

financially. Hence, organisational culture should not be perceived as an implicit and 

intangible facet of a firm but rather as a key stimulus for accomplishing managerial 

effectuality. Managers are responsible for change management and encouraging 

innovation.  

Thus, managers need to be adaptive towards changes, respect workplace diversity, 

reject uniformity and respond appropriately to the environment. Organisational culture also 

places a key role in helping the firm and its employees to adapt external and internal 

changes, thereby leading to maximize value creation for employees by way of 

organisational learning, knowledge management and creativity. All these result in 

innovation and better performance for the firm. 

Thus, the study derived that product and service innovation is a moderating factor 

between developmental culture and the firm’s process quality. However, it is not a 

moderating factor for any other culture and for none of the cultures with regards to quality 

of goods and services. Further, process innovation is not a moderating factor for any of the 

cultures in both the cases, process quality and quality of goods and services. 
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6.4 Recommendations 

There has been a steady growth of the tele-health care industry in the UK which has 

been fueled by a steady increase in the population of elders which in turn is a result of the 

fertility transitional phase the United Kingdom is undergoing presently. Further, over the 

next two decades, there is likely to be an increase in the demand for assisted living 

technology in the UK (Mcintyre 2001). As noted by (Savlovschi 2011), the life expectancy 

of the people in UK is also expected to increase by average of 4.2 years in next 30 years 

while the increase in the healthy life will be only about 2.6 years which would also lead to 

an increase in the demand of social and health care by around 44 percent. In light of these 

circumstances, it is important that the financial as well as non-financial performance of 

these tele-healthcare units is focused up on. The study thus came up with certain 

recommendations which may be followed to ensure the success of these units. The 

recommendations are based on findings of the study including both primary research as 

well as secondary research. The following recommendations have been made for the study 

in hand: 

1. The study found that SMEs lag behind with regards to proper knowledge about 

international markets, due to which they are unable to tap the large demand for their 

products in international markets and fail to export their products efficiently. The primary 

research revealed that about 40% of SMEs are not operating in overseas market due to lack 

of resources or the cumbersome legal and procedural formalities involved about which 

SMEs have less information and knowledge. It may thus be recommended that SMEs focus 

on gaining knowledge about these markets by exploring them through the internet platform 

as well as personal visits so that the potential demand in these markets can be tapped by 

the SMEs, leading to their good performance. 

2. The importance of good organizational culture has been reiterated throughout the 

study as the study notes that good and healthy organizational culture enables an 

organization to efficiently sustain itself and also come up with innovative products and 

services which can be offered at reasonable cost to the customers. Thus, it may be 

recommended that organizations aim at developing an organizational culture wherein there 

is proper amalgamation of individual goals with organisational ones is necessary and 

employees are able to relate to organisational values. Also, the various elements 
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influencing its maintenance or development, such as, the macro environment factors, the 

interaction between employees and organisation, also the various organisational processes 

like HR functions, R&D, maintenance process must be well-integrated with each other. 

3. The secondary research found that SMEs cannot be considered to be high 

performing entities if they intensely accentuate only one culture type. For a SME to register 

high performance, it is important that the organization focuses on developing their 

employees (Clan) along with ensuring a commanded output and performance from them 

(Market). Thus, it must be a combination of cultures and SMEs must promote flexible 

culture to register better performance. It was also found that in many UK SMEs, internal 

values (clan and hierarchy culture) are highly stressed upon as majority of these firms 

operate in the comparatively restricted local market. However, it is observed that firms with 

external culture tend to outdo internal culture with respect to customer orientation and 

innovation.  

The primary research indicated that out of the four cultures, adhocracy or 

developmental culture emerges as the dominant one existing within the SMEs of UK in 

tele-health care sector, having a mean value of 3.80. The primary research also showed that 

all the cultures were favored by the respondents, adhocracy being their first preference. 

However, all the cultures were favored nevertheless. It may thus be recommended that 

SMEs adopt a combination of cultures within their organizations and focus on developing 

a flexible culture. 

4. The study found that in the tele-healthcare sector, there is a need for product 

innovation, process innovation and organizational innovation. However, in order to be 

conducive to innovation, it is important for the SME to imbibe a supportive organizational 

culture that can promote and adapt change management at all the levels for a successful 

and sustainable growth. Thus, it may be recommended that the SMEs foster a culture 

supporting innovation at all levels in the organization. 

5. It was found that organizational culture exercises significant impact on 

organizational performance and firms with strong cultures stand more chances of 

accomplishing their goals as compared with their weak counterparts. This is because strong 

cultures promote better performance because they generate an impeccable amount of 

employee motivation. It may thus be recommended that the morals and motivation of 

employees be enhanced through strong cultural background so that the focus of the 
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organization is on team work, collaborative nature of the peer groups, degree of risk 

tolerance and management’s ability to stand conflict. Also, the organization culture should 

be such that it nurtures employee participation, commitment, team work and 

synchronization that results in employee performance enhancement and self- improvement 

initiatives. 

6. There has been found to be an association between organisational culture, identity 

and image. Also, there is high importance of the modern organisations building their 

corporate identity as a linkage between the external position of the firm in various 

environments and internal interpretations deduced within the corporate culture. Thus, it 

may be recommended that there should a synchronization of the image portrayed to the 

world and the perceived image of the firm by the internal stakeholders– corporate image. 

Such image acts as a highly valuable asset, and is acknowledged as a non-monetary 

organizational performance measure. 

7. The study found that innovation is an implied measure of organizational culture 

performance measurement and a chief driver of performance as it promotes competitive 

edge over the counterparts and services need innovation too. Also, it was found that there 

is a need of innovative climate (through HR practices) during the innovation process and 

the role of organizational culture as a facilitator for the same. Thus, it may be recommended 

that it is ensured within the SME that organizational culture has a constructive influence 

on innovativeness of an enterprise which in turn has an immediate effect on performance 

aspects and culture. 

8. The primary research noted that about 50% to 60% of the respondents felt that their 

SMEs were leaders when it came to offering products high in quality, reliability and 

durability to the customers. Thus, about half of the respondents still did not feel the same 

about the quality of products and services offered by them. Thus, it may be recommended 

that these organizations pay attention towards reasons for their perceptions and try to 

improve the quality of their market offerings accordingly. 
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6.5 Limitations of the Study  

This research is trying to answer the question of the influence of multidimensional 

organizational culture on performance and moderate role of innovation within the SMEs in 

the tele-health industry in the UK. This study is only limited to the tele-healthcare industry 

in UK, therefore the findings cannot be generalized to other industry/ country. Other 

limitations revolving around the study includes,  

1. The study is only limited to the functioning of SMEs of UK, limiting the scope of 

knowledge observation only to a particular country. As pointed out by various 

researchers, market scenario regarding the functioning of the SMEs are similar in 

UK and the rest of Europe, therefore such a limited perspective stagnates the study 

from evolving as a comparative analysis, stating the scenario of SMEs, 

organizational culture and innovation in UK and rest of the Europe, thereby 

presenting a broader vision to its future researchers. 

2. Limitations exist in terms of respondents too. Despite a considerably huge market 

existence of SMEs in the United Kingdom, only a handful of respondents have been 

surveyed, providing the researcher a limited perspective. A broader view of the 

internal environment of the SMEs and their functioning would have let the 

researcher to analyze the elements of organizational culture, non-financial 

performances and innovation and other associated elements in an effective manner 

and would have pointed out to other cultures and broader role of innovation as well. 

3. Besides, survey of only middle and junior level executives and absence of 

qualitative data involving the higher echelons of the organizations have also 

provided the researcher a one-sided perspective. Role of leadership, its influence of 

non-financial performance and the extent to which it is impacted by culture and 

innovation would have yielded better and informative results, had the views of the 

actual leaders been taken and analyzed. 

4. Lastly, survey was conducted over email and not in person, which limits the 

authenticity of the views collected.  
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6.6 Summary and future scope 

The study attempted to focus on determining the role of various types of cultures on 

non-financial performance in SMEs in tele-healthcare industry of the UK, with a special 

emphasis on process innovation and product innovation. The study found that all the types 

of cultures, adhocracy, rational, clan and hierarchical, have significant positive impacts on 

performances of SMEs. Thus, it is important that SMEs follow a combined approach using 

an optimum combination of all these cultures. This is necessary to ensure employee 

motivation and commitment and at the same time, promote innovation in the organization, 

ultimately leading to good performance of SMEs.  

Further, it was found that developmental and rational cultures impact process quality 

and job satisfaction positively. Hierarchical culture was found to impact process quality 

positively but it also led to lesser job satisfaction among employees. However, 

developmental culture was found to impact all indicators of non-financial performance 

positively while clan culture had no impact on any of the indicators of non-financial 

performance. Also, the study summarised that product and service innovation plays a role 

when there is developmental culture in SMEs and impacts the firm’s process quality 

positively. However, process innovation did not play any role. 

The future scope of the study may include research conducted in other countries since 

the current study is only limited to the functioning of SMEs of UK, limiting the scope of 

knowledge observation only to a particular country. Also, future studies may focus on large 

sized enterprises within tele-healthcare industry of UK and other countries so as to enable 

a comparative analysis between situation of SMEs and large companies. Since the market 

scenario regarding the functioning of the SMEs are similar in UK and the rest of Europe, 

therefore future studies may provide a broad perspective rather than stagnating the study 

from evolving as a comparative analysis.  

Further, since the current study used a small number of respondents out of a 

considerably huge market existence of SMEs in the United Kingdom, the study provides a 

limited perspective. Future studies may thus include a larger number of respondents 

representing the population better and thus provide a broader view of the internal 

environment of the SMEs and their functioning so that the researcher is able to analyze the 

elements of organizational culture, non-financial performances and innovation and other 
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associated elements in an effective manner and point out to other cultures and broader role 

of innovation as well. At the same time, future studies may involve executives across the 

organization including the senior officials as well unlike the current study which involves 

only middle and junior level executives. This would also enable the researcher to 

understand the perspectives of senior officials rather than the study providing a one-sided 

perspective. The senior officials would be in a better position to explain the role of 

leadership, its influence of non-financial performance and the extent to which it is impacted 

by culture and innovation and thus the study would have yielded better and informative 

results, had the views of the actual leaders been taken and analyzed. 
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APPENDIX I: Comparative Theoretical Review 

Theory Name Author and Year Key Points 

Alliare’s 

Conceptual 

Framework of 

Organizational 

Culture 

Yvan Allaire and 

Mihaela Firsirotu 

(1984) 

A comprehensive analysis of the 

organizational culture based on three key 

posits: cultural system; socio-structural 

system and the individual actors. The culture 

system is based on  shared symbols, 

society and organizational history, while 

socio-structural system consists of 

management strategies and policies and 

formal structures. The individual actors add 

in their own experiences, personality and 

inheritance to the organization through their 

respective contributions 

Schein’s 1985 

Model of 

Organizational 

Culture 

Edger Schein 

(1984) 

Oorganisational culture as the “glue” of an 

organisation, facilitating a distinct entity and 

forte for the respective organisation. This 

way, organisational culture is viewed as a 

critical facilitator for bring about radical 

transition within the organisation to imbibe 

new forms of business practices. Learned 

outcome of the collective experiences of the 

organisation most of which is passive 

learning. Schein presents organisational 

culture to be made of three layers: Artifacts; 

Espoused Values and Basic Underlying 

assumptions 

Hofstede’s 

Culture 

Dimension 

Geert Hofstede 

(1965) 

Hofstede dimensions of national culture are 

located to be effective, dependable and 

coherent with previous findings, and constant 

over time. It has extreme exterior legitimacy 

and meaningful relationships with monetary, 

communal and topographical indicators. 

Hofstede ascertained five aspects along 

which countries can be classified such as 

Power Distance Index, Individualism, 

Uncertainty Avoidance Index, Masculinity 

and Long term Orientation 

Charles Handy 

1999 model of 

Organization 

Culture 

Charles Handy 

(1999) 

There are four types of organizational culture 

that portray functionality  of organizations: 

Club Culture; Role Culture; Task Culture; 

Person Culture 

Hatch & Cunliffe 

(2006) 

Organizational 

Culture Model 

Hatch and Cunliffe 

(2006) 

The generic model of organizational culture 

proposed by Hatch and Cunliffe provide 

better-off visions in culture changing aspects 

in organization. Hatch and Cunliffe made a 



294 

 

distinction between the four areas which are 

as follows: 

 Organizational Strategy 

 Organizational Design 

 Structure and processes  

 Organizational Behavior and 

performance 

Denison Theory 
Daniel R. Denison 

(1990) 

The model proposed by Denison is built on 

about twenty years of investigation 

associating culture to performance measures 

such as productivity, progress, eminence, 

invention, and client and worker satisfaction. 

This model basically answers four key 

questions about the organization which are 

pertaining to the mission, adaptability, 

involvement and consistency. It states about 

the awareness of the organization about 

where they are going and regarding to their 

responsiveness to the market they are serving 

to. It also answers about the queries about the 

capability, engagement and alignment of the 

employees about the values and process 

required to execute their plans 
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APPENDIX II: Research Questionnaire   

Q1. Personal Information  
Please provide the information requested in each question:  
 

- 1.1 How old are you? 
               18-24 years old  
                25-34 years old     
                35-44 years old    
                45-54 years old     
                55-64 years old    
                65-74 years old      
                75 years or older 
                Prefer not to say 

 
- 1.2 What is your sex?      

                  Male       
                 Female       
                 Prefer not to say 
 

- 1.3 How many years have you worked in this company?   
 

- 1.4 Are you currently: 
Married 
Single      
Prefer not to say 

 
- 1.5 What is the highest degree or level of school you have completed? If currently enrolled, highest degree 

received. 
No schooling completed       
Nursery school to 8th grade 
Some high school, no diploma 
High school graduate, diploma or the equivalent  
Some college credit, no degree 
Bachelor’s degree 
Master’s degree 
Doctorate degree 
 
 

- 1.6 Which of the following best describes your role in this company? 
Upper Management team  
Middle Management team 
Junior Management team 
Administration team 
Support staff (Normal employee) 
Consultant 
 

Q2. Company’s general information 
Please provide the information requested in each question:  

 
- 2.1 Please indicate category that is especially applicable to your company’s activities in Tele-healthcare 

industry? 
 

                Production of goods (blood pressure meter, glucometer, any kind of devices…..) 
                Providing of services (Web based services, software…) 
                Production of goods and providing services (Both)       
 

- 2.2 How old is this company? 
 

- 2.3 How many employees are working in this company? 
1-9 employees  
0-49 employees  
50-249 employees 
250+ employees 

 
- 2.4 Is your company involved in any kind of overseas activity? (Such as Exporting, Importing, and operating 

office out of the UK…) 
Yes 
No 
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- 2.5 Which part of the UK your company located? 
East  
East Midlands 
London 
North East 
North West 
Northern Ireland 
Scotland 
South East 
South West 
Wales 
West Midlands 
Yorkshire and the Humber 
 

 

Q3. Organizational culture assessment 
 
Please assess the extent to which the following statements characterize the behaviour and attitude of people in 
your organization  

(1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree) 
 
 
 
3.1 Participation, open discussion. 

 

1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree 

 

3.2 Empowerment of employees to act. 

 

1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree 

 

3.3 Assessing employee concerns and ideas. 

 

1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree 

 

3.4 Human relations, teamwork, cohesion. 

 

1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree 

 

3.5 Flexibility, decentralization. 

 

1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree 

 

3.6 Expansion, growth, and development. 

 

1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree 

 

3.7 Innovation and change. 

 

1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree 

 

3.8 Creative problem-solving processes. 

 

1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree 

 

3.9 Control and centralization  

 

1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree 

 

3.10 Routinization, formalization and structure. 

 

1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree 
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3.11 Stability, continuity, order. 

 

1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree 

 

3.12 Predictable performance outcomes. 

 

1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree 

 

3.13 Task focus, accomplishment, goal achievement. 

 

1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree 

 

3.14 Direction, objective setting, goal clarity. 

 

1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree 

 

3.15 Efficiency, productivity, profitability. 

 

1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree 

 

3.16 Outcome excellence, quality. 

 

1 – Strongly disagree, 2- Disagree, 3 – neutral, 4-agree, 5 – strongly agree 

 

 

Q4. Performance  
Please provide the information requested in tables below. 

 
4.1-Product & Service quality: Depends on what your company activity (Production of goods or 

providing Service or both) please assess the following statements for your organization ‘’against the major 
competitors’’ in your industry:  
 

1 Very behind     2 Behind     3 comparable     4 Almost leader     5 Leader    
 

Statements 1 Very 
behind 

2 Behind 3 
Compar

able 

4 Almost 
leader 

5 
Leader 

 
The performance of our products (goods) is [. . .]. 
 

     

 
Reliability of our products (goods) is [. . .]. 
 

     

 
Durability of our products (goods) is [. . .]. 
 

     

 
Conformance to specifications of our products (goods) is [. . .]. 
 

     

 
The performance of our service is [. . .]. 
 

     

 
Reliability of our service is [. . .]. 
 

     

 
Durability of our service is [. . .]. 
 

     

 
Conformance to specifications of our service is [. . .]. 
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4.2-Process quality: Please assess to what extent to following statements reflects what your 

organization has been practicing so far.  
1 Strongly Disagree     2 Disagree     3 Neutral     4 Agree      5 Strongly Agree 

 

Statements 1 Strongly 
disagree 

2 
Disagree 

3 neutral 4 Agree 5 
Strongly 
Agree 

 
We design processes in our company to be 
“fool-proof” (preventive oriented) 
 

     

 
We have clear, standardized and documented 
process instructions which are well understood 
by our employees 
 

     

 
We make an extensive use of statistical 
techniques to improve the processes and to 
reduce variation 
 

     

 

 
4.3- Job Satisfaction: please tick scales from extremely dissatisfied to extremely satisfy to indicate how satisfied 

you are overall with your job. 
 

1 Extremely dissatisfied 2 Dissatisfied 3 Neutral   4 Satisfied   5 Extremely satisfied 
 

Statements 1 Extremely 
dissatisfied 

2 Dissatisfied 3 neutral 4 Satisfied  5 Extremely  
satisfied 

 
My Job 

Satisfaction 
 

     

 
 
 

Q5. Innovation capabilities (Innovativeness) 
Please provide the information requested in tables below. 

 
5.1-Product & Service innovation: Please assess the relative performance of your organization 

‘’against the major competitors’’ in your industry with regards to the following:  
 

1 Very behind     2 Behind     3 comparable     4 Almost leader     5 Leader 
 

Statements 1 Very 
behind 

2 Behind 3 
Comparable 

4 Almost 
leader 

5 Leader 

 
The level of newness (novelty) of our firm’s 
new products & Services is [. . .]. 
 

     

 

The speed of new product & services 
development process is [. . .]. 
 

     

 

The number of new products & services our 
firm has introduced to the market is [. . .]. 
 

     

 

The number of our new products & services 
that is first to market (early market entrants) is 
[. . .]. 
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5.2-Process innovation: Please assess the relative performance of your organization against the 

major competitors in your industry with regards to the following: 
 

1 Very behind     2 Behind     3 comparable     4 Almost leader     5 Leader 
 

Statements 1 Very 
behind 

2 Behind 3 
Comparable 

4 Almost 
leader 

5 Leader 

 
The technological competitiveness of our 
company is [. . .]. 
 

     

 
The speed with which we adopt the latest 
technological innovations in our processes is [. 
. .]. 
 

     

 
The updated-ness or novelty of the technology 
used in our processes is [. . .]. 
 

     

 
The rate of change in our processes, 
techniques and technology is [. . .]. 
 

     

 
 
 

 


