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ABSTRACT

This research paper investigates the parameters involved in creating Key Responsibility Areas (KRAs) for
top-level management executives in service organizations. KRAs are crucial in defining the scope and
expectations of executives' roles and responsibilities, facilitating strategic alignment and performance
evaluation. The study focuses on five fictional parameters: leadership style, customer satisfaction focus,
financial performance orientation, employee development emphasis, and innovation and change
management approach. A quantitative research design is employed, and data is collected through a
survey questionnaire administered to top-level management executives. The Chi-Square test is used to
analyze the relationship between the parameters and KRA creation. The findings reveal that leadership
style, customer satisfaction focus, financial performance orientation, and employee development
emphasis significantly influence the creation of KRAs. However, no significant relationship is found
between the innovation and change management approach and KRA creation. The study provides
implications for service organizations, including strategic alignment, performance evaluation, talent
development, and customer-centricity. Recommendations for developing KRAs are also provided,
emphasizing the need for a thorough analysis, collaboration, clear objectives, regular review and
feedback, and ongoing training and development. The study contributes to the existing knowledge on
KRA formulation in service organizations and suggests future research directions, such as validation with
real data, longitudinal studies, comparative analyses, and qualitative research.

Keywords: Key Responsibility Areas (KRAs), top-level management executives, service organizations,
parameters, leadership style, customer satisfaction focus, financial performance orientation, employee
development emphasis, innovation and change management approach, Chi-Square test, strategic
alignment, performance evaluation, talent development, customer-centricity.

of various parameters that are specific to the
L. INTRODUCTION

A. Background and Significance

nature of service organizations.

In service organizations, the unique
The effective management of top-level characteristics of the industry, such as

executives is crucial for the success of service intangibility, inseparability of production and

organizations. Key Responsibility Areas (KRAs)
play a vital role in defining the scope of
executives' roles and responsibilities, enabling
them to align their efforts with organizational
objectives and strategies. KRAs provide a
framework for evaluating the performance and
contribution  of  top-level management
executives in service organizations [7]. Creating
appropriate KRAs requires careful consideration

consumption, and customer-centricity, present
distinct challenges for top-level management
executives [10]. These challenges necessitate the
formulation of KRAs that encompass both
operational and  strategic  aspects  of
management. However, the parameters involved
in creating KRAs for top-level management
executives in service organizations have not
been extensively explored in the literature.
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B. Research Objectives

The primary objective of this research is to
identify and analyze the parameters that
contribute to the creation of KRAs for top-level
management executives in service
organizations. = By  understanding  these
parameters, organizations can develop a more
comprehensive and effective framework for
defining the roles and responsibilities of their
executives.

C. Research Questions

To achieve the research objective, this study
seeks to answer the following research
questions:

1. What are the key parameters that
influence the creation of KRAs for top-
level management executives in service
organizations?

2. How do these parameters vary across
different service organizations?

3. What is the relationship between these
parameters and the formulation of
KRAs for top-level management
executives?

By addressing these research questions, this
study aims to contribute to the existing
knowledge on the creation of KRAs for top-level
management executives in service
organizations, thereby assisting organizations in
improving their strategic planning and
management practices.

II. LITERATURE REVIEW
A. Key Responsibility Areas (KRAs)

Key Responsibility Areas (KRAs) are specific
areas of work and responsibility assigned to
individuals within an organization to ensure
their efforts align with organizational goals and
objectives [3]. KRAs serve as a framework for
evaluating the performance and contribution of
employees, particularly top-level management
executives, by clearly defining their roles and
responsibilities [7]. They provide a roadmap for
individuals to prioritize their tasks and focus on
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areas that directly contribute to the overall
success of the organization.

B. Role of Top-Level Management Executives

Top-level management executives, such as CEOs,
CIOs, and CFOs, play a critical role in guiding and
leading service organizations towards success.
They are responsible for setting the strategic
direction of the organization, making crucial
decisions, and ensuring the efficient allocation of
resources [9]. The role of top-level management
day-to-day
operations to encompass strategic planning,

executives  extends  beyond

organizational development, and stakeholder
management [10]. Effective KRAs for top-level
executives should reflect the complexity and
significance of their roles in service
organizations.

C. Parameters in Creating KRAs

Creating KRAs for top-level management
executives in service organizations involves
considering various parameters that are specific
to the organization's industry, structure, and
strategic goals. These parameters may include:

1. Industry-specific factors: Different

service  industries have  unique
challenges.
Parameters such as market dynamics,

characteristics and

customer expectations, and competitive
landscape influence the formulation of
KRAs for top-level management
executives [2].

2. Organizational goals and strategies: The
KRAs for top-level executives should
align with the organization's overall

strategic  objectives.

Parameters related to the specific

goals and

strategies adopted by the organization,
such as growth, innovation, or customer
satisfaction, shape the KRAs for top-
level management executives [5].

3. Organizational structure and culture:
The structure and culture of the
organization impact the distribution of
responsibilities and decision-making
authority among top-level management
executives. Parameters such as the
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hierarchical structure, delegation of
authority, and cultural values influence
the formulation of KRAs [4].

4. Stakeholder  expectations:  Service
organizations often have diverse

stakeholders with different
expectations. Parameters such as
stakeholder demands, investor
expectations, and regulatory

requirements shape the KRAs for top-
level executives, ensuring that their
roles address the needs of various
stakeholders [8].

D. Theoretical Framework

The theoretical framework for this study draws
upon several relevant theories and models. One
such framework is the Goal-Setting Theory [6],
which suggests that setting specific and
challenging goals employee
performance and motivation. This theory
provides insights into the importance of well-
defined and measurable KRAs for top-level
management executives.

enhances

Another relevant framework is the Resource-
Based View (RBV) of the firm [1], which
emphasizes the strategic significance of
organizational resources and capabilities.
Applying the RBV perspective, this study
explores how the creation of KRAs for top-level
executives can leverage the organization's
unique resources and capabilities to achieve a
competitive advantage.

By integrating these theories and frameworks,
this research aims to provide a comprehensive
understanding of the parameters involved in
creating KRAs for top-level management
executives in service organizations.

III. RESEARCH METHODOLOGY

A. Research Design

This research adopts a quantitative research
design to examine the parameters involved in
creating Key Responsibility Areas (KRAs) for
top-level management executives in service
organizations. A structured questionnaire will
be used to collect data from a sample of service
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organizations. The research design enables the
collection of numerical data that can be analyzed
statistically to determine relationships between
parameters and the creation of KRAs.

B. Data Collection

Data will be collected through a survey
questionnaire  administered to  top-level
management
organizations. The questionnaire will be
designed to gather information on the
parameters considered in creating KRAs for
these executives. The sample will be selected
using a combination of random sampling and
purposive sampling techniques, ensuring
representation from various service industries
and organizational sizes.

executives in service

The questionnaire will include both closed-
ended and Likert-scale items to capture
quantitative data. The items will be carefully
designed based on the identified parameters
from the literature review and expert opinions.
The data collection process will prioritize
confidentiality and anonymity to encourage
honest responses from the participants.

C. Data Analysis
i) Chi-Square Test

The collected data will be analyzed using the
Chi-Square test, a statistical method used to
examine the relationship between categorical
variables. In this study, the Chi-Square test will
be employed to determine the association
between the identified parameters and the
creation of KRAs for top-level management
executives.

The Chi-Square test will involve comparing
observed frequencies with expected frequencies
based on the assumption of independence
between the parameters and the creation of
KRAs. The test will help assess whether the
observed distribution of responses significantly
deviates from what would be expected if there
were no relationship between the parameters
and the creation of KRAs.
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ii) Hypothesis Formulation

Prior to conducting the Chi-Square test, specific
hypotheses will be formulated to test the
relationships between the parameters and the
creation of KRAs. The hypotheses will be
derived based on the research questions and the
theoretical framework.

For example: Hypothesis 1: There is a significant
association between industry-specific factors

and the creation of KRAs for top-level
management executives in service
organizations. Hypothesis 2: There is a

significant relationship between organizational
goals and strategies and the creation of KRAs for

IV. DATA ANALYSIS
A. Descriptive Statistics
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top-level management executives in service
organizations.

The hypotheses will be tested using the Chi-
Square test, with the level of significance set a
priori. The results of the analysis will determine
whether the hypotheses are supported or
rejected, providing insights into the
relationships between the parameters and the
creation of KRAs.

By employing the Chi-Square test and
hypothesis testing, this study aims to provide
statistically grounded findings regarding the
parameters influencing the creation of KRAs for
top-level management executives in service
organizations.

Table 1: Descriptive Statistics for Parameters Related to KRA Creation

Parameter Mean | Standard Minimum | Maximum
Deviation

Leadership Style 4.25 1.12 2 5
Customer Satisfaction Focus 3.78 0.92 2 5
Financial Performance Orientation 3.92 1.05 1 5
Employee Development Emphasis 4.10 1.08 2 5
Innovation and Change Management | 3.65 0.98 2 5
Approach

Note: The values in the table are fictional and provided for illustrative purposes only.

B. Chi-Square Test Results

Table 2: Chi-Square Test Results for Parameters and KRA Creation

Parameter Chi-Square Degrees of | p-

Value Freedom value
Leadership Style 18.65 4 0.001
Customer Satisfaction Focus 8.42 3 0.038
Financial Performance Orientation 6.27 2 0.044
Employee Development Emphasis 14.78 5 0.011
Innovation and  Change Management | 5.12 3 0.163
Approach

Note: The values in the table are fictional and provided for illustrative purposes only.
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i) Leadership Style and KRA Creation

The Chi-Square test results indicate a significant
association between Leadership Style and the
creation of KRAs for top-level management
executives (x? = 18.65, df = 4, p = 0.001). This
suggests that Leadership Style plays a crucial
role in determining the formulation of KRAs.
The observed distribution of responses deviates
significantly from what would be expected
under the assumption of independence,
indicating a relationship between Leadership
Style and KRA creation.

ii) Customer Satisfaction Focus and KRA
Creation

The Chi-Square test results reveal a significant
relationship between Customer Satisfaction
Focus and the creation of KRAs (x2 =8.42,df =3,
p = 0.038). This indicates that the degree of
emphasis on customer satisfaction within the
organization influences the creation of KRAs for
top-level management executives.

iii) Financial Performance Orientation and
KRA Creation

The Chi-Square test results demonstrate a
significant association between Financial
Performance Orientation and the creation of
KRAs (x* = 6.27, df = 2, p = 0.044). This implies
that the organization's orientation towards
financial performance affects the formulation of
KRAs for top-level management executives.

iv) Employee Development Emphasis and
KRA Creation

The Chi-Square test results indicate a significant
relationship between Employee Development
Empbhasis and the creation of KRAs (x* = 14.78,
df = 5 p = 0.011). This suggests that the
organization's focus on employee development
influences the formulation of KRAs for top-level
management executives.
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v) Innovation and Change Management
Approach and KRA Creation

The Chi-Square test results reveal no significant
association between Innovation and Change
Management Approach and the creation of KRAs
(% = 5.12, df = 3, p = 0.163). This suggests that
the organization's approach to innovation and
change management may not have a significant
impact on the formulation of KRAs for top-level
management executives.

C. Discussion of Findings

The findings of the analysis indicate that several
parameters have a significant association with
the creation of KRAs for top-level management
executives in service organizations. Leadership
Style, Customer Satisfaction Focus, Financial
Performance Orientation, and Employee
Development Emphasis were found to influence
the formulation of KRAs. These parameters
highlight the importance of leadership practices,
customer-centricity, financial goals, and
employee development in defining the roles and
responsibilities of top-level executives.

However, the analysis did not find a significant
relationship between the Innovation and Change
Management Approach parameter and KRA
creation. This suggests that while innovation
and change management are important aspects
of organizational strategy, they may not directly
impact the creation of KRAs for top-level
management executives.

The results of this analysis provide valuable
insights for service organizations in formulating
effective KRAs for their top-level management
executives. By considering the parameters that
have shown a significant association with KRA
creation, organizations can align their
executives' roles and responsibilities with
strategic objectives and enhance overall
organizational performance.

It is important to note that the findings are
based on fictional data and should be
interpreted with caution. Further research with
real data and a larger sample size would be
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beneficial to validate and generalize these

findings.

V. IMPLICATIONS AND
RECOMMENDATIONS

A. Implications for Service Organizations

The findings of this study have several
implications for service organizations in

creating

Key Responsibility Areas (KRAs) for

top-level management executives:

Strategic alignment: Service
organizations should ensure that the
KRAs of their top-level executives align
with the organization's overall strategic
goals and objectives. Parameters such
as leadership style, customer
satisfaction focus, financial
performance orientation, and employee
development emphasis should be
considered to create KRAs that reflect
the organization's strategic priorities.
Performance evaluation: Well-defined
KRAs provide a framework for
evaluating the performance of top-level
management executives. By
incorporating relevant parameters into
the KRAs, organizations can establish
clear expectations and metrics for
assessing executive performance and
contribution.

Talent development: The emphasis on
employee development in the creation
of KRAs highlights the importance of
nurturing  talent within  service
organizations. By including parameters
related to employee training, skill
enhancement, and career growth in the
KRAs, organizations can foster a culture
of continuous learning and professional
development.

Customer-centricity: Parameters such
as  customer  satisfaction focus
emphasize the significance of customer-
centric practices in service
organizations. By integrating customer-
related metrics and objectives into the
KRAs of top-level executives,
organizations can ensure a strong

Vol 44 No. 8
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customer focus  throughout the
organization.

B. Recommendations for Developing KRAs

Based on the findings of this study, the following
recommendations are proposed for service
organizations in developing KRAs for top-level
management executives:

1. Conduct a thorough analysis: Service
organizations  should conduct a
comprehensive  analysis of their
industry, organizational goals, and
stakeholders' expectations to identify
the relevant parameters for KRA
creation. This analysis will help
organizations understand the specific
requirements and challenges of their
industry and tailor the KRAs
accordingly.

2. Collaborative approach: Involving key
stakeholders, such as top-level
executives, department heads, and HR
professionals, in the KRA development
process is crucial. This collaborative
approach ensures that the KRAs are
aligned with organizational goals,
consider diverse perspectives, and
create ownership among executives.

3. Clear and measurable objectives: KRAs
should include clear and measurable
objectives that provide a roadmap for
top-level management executives.
Organizations should wuse SMART
(Specific, Measurable,  Achievable,
Relevant, Time-bound) criteria to define
objectives and key performance
indicators (KPIs) within each
parameter.

4. Regular review and feedback: KRAs
should not be static documents. Service
organizations should establish a
process for regular review and feedback
on the KRAs to ensure their relevance
and effectiveness. This review process
can  help identify areas for
improvement, adjust KRAs based on
changing organizational needs, and
provide timely feedback to executives.
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5. Ongoing training and development:
Service organizations should provide
continuous training and development
opportunities to support executives in
fulfilling their KRAs. This can include
leadership development programs,
customer service training, financial
acumen workshops, and other relevant
learning initiatives.

C. Limitations of the Study

This study has a few limitations that should be
acknowledged:

1. Sample size and representativeness:
The findings are based on a fictional
dataset and a hypothetical sample.
Further research with a larger, diverse,
and representative sample would
enhance the generalizability of the
findings.

2. Generalizability: The findings of this
study are specific to service
organizations and may not be
applicable to other industries. The
parameters and their relationships with
KRA creation may vary in different
organizational contexts.

3. Self-reported data: The data collected
through the survey questionnaire rely
on self-reporting by  top-level
management executives. The accuracy
and validity of the responses may be
subject to biases or misinterpretation.

4. Causality: The study primarily focused
on examining the association between
parameters and KRA  creation.
Establishing causal relationships
between the parameters and the
outcomes would require further
research, such as longitudinal studies or
experimental designs.

Despite these limitations, this study provides
valuable insights into the parameters involved
in creating KRAs for top-level management
executives in service organizations. Further
research can build upon these findings and
address the limitations to contribute to a more

Vol 44 No. 8
August 2023

comprehensive  understanding of  KRA
formulation in the service sector.

VI CONCLUSION

A. Summary of Findings

This study aimed to investigate the parameters
involved in creating Key Responsibility Areas
(KRAs) for top-level management executives in
service organizations. Through the analysis of
fictional data, several key findings emerged:

e Leadership style, customer satisfaction
focus, financial performance
orientation, and employee development
emphasis were found to have a
significant association with the creation
of KRAs for top-level management
executives.

e The Innovation and Change
Management Approach parameter did
not show a significant relationship with
KRA creation.

e The analysis highlighted the importance
of aligning KRAs with organizational
goals, evaluating performance, and
fostering talent development within
service organizations.

B. Contributions to Knowledge

This research contributes to the existing
knowledge on KRA formulation in service
organizations by identifying and examining
parameters that influence the creation of KRAs
for top-level management executives. The study
sheds light on the significance of leadership
style, customer satisfaction focus, financial
performance orientation, and employee
development emphasis in defining the roles and
responsibilities of executives in service
organizations. Additionally, it emphasizes the
importance of strategic alignment, performance
evaluation, talent development, and customer-
centricity in KRA development.

C. Future Research Directions

Building upon this study, future research can
explore the following directions:
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By

further
directions,

Validation with real data: Conducting
similar analyses with real data from a
larger and more diverse sample of
service organizations would enhance
the validity and generalizability of the
findings.

Longitudinal  studies:  Longitudinal
studies can provide insights into the
dynamic nature of KRAs and their
impact on executive performance and
organizational outcomes over time.
Comparative studies: Comparing the
parameters and KRA creation practices
across different industries and types of
service organizations can uncover
industry-specific or context-specific
factors that influence KRA formulation.
Qualitative research: Complementing
quantitative analysis with qualitative
research methods, such as interviews or
focus groups, can provide in-depth
understanding of the perspectives and
experiences of top-level management
executives and key stakeholders in KRA
development.

investigating these research
scholars can enhance the

understanding of KRAs in service organizations

and contribute to the development of effective

management practices for top-level executives.
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