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ABSTRACT

Stakeholder satisfaction is an utmost important factor in INGO funded projects especially
local governance improvement projects. Stakeholders are satisfied in two key elements in
local governance such as expectations and involvement which has an impact on the success
of a project. Authors and experts on local governance highlighted the importance of
adaptation of these elements and identified various factors of stakeholder satisfaction which
could be categorized under both elements, in order to enhance performance of local
governance improvement projects.

Stakeholder satisfaction is something which is related with successful implementation of a
project. It is prominent to consider stakeholder satisfaction as many INGOs are currently
operational widely in Sri Lanka. But, literature on local governance and INGO related
activities have given very little consideration regarding stakeholder satisfaction which can be
useful to improve the performance of project teams and it is particularly a new topic to Sri
Lankan industry. Therefore the aim of the study is to investigate stakeholder satisfaction in
INGO funded local governance improvement projects in Sri Lanka.

Key factors of stakeholder satisfaction were identified through literature review. A
preliminary survey was conducted to get the opinion of experts in local governance in INGO
funded local governance improvement to customize these factors to Sri Lankan context. The
outcome of the preliminary survey was customized factors of stakeholder satisfaction and
development of stakeholder satisfaction analysis model to be tested in INGO funded local
governance improvement projects in Sri Lanka. The research problem was approached
through the case study investigation using 12 unstructured interviews. Interview guideline
was developed in a way get the level of satisfaction of stakeholders in their expectations and
involvements, issues and challenges faced and recommendations to achieve stakeholder
satisfaction in INGO funded local governance improvement projects. Stakeholders who have
high power and high level of interest such as donors, implementers and beneficiaries were
interviewed for data collection and finding were analysed using content analysis technique.

The findings revealed that donors, implementers and beneficiaries are mostly satisfied on the
key elements of stakeholder satisfaction while implementers leave some room for
satisfaction on their expectations. Stakeholders of local governance improvement projects
faced issues mostly pertaining to less involvement of councillors and local people in project
implementation, absence of project end reviews and project maintenance, less stakeholder
involvement in project planning and not achieving set goal with expected quality and within
the budget.  The issues and challenges identified through the empirical study provide INGO
funded local governance improvement projects areas for improvement.

It was revealed through the study; even though stakeholders are satisfied on key factors there
were some room for improvement which could be filled with the recommendation made by
each stakeholder considered for the study. The study revealed that the stakeholders
considered for the study had same key recommendations to improve stakeholder satisfaction
which include strengthening institutional capacity of local government, incorporating
implementers, beneficiaries and government authorities for project implementation
throughout the project, participatory project management and donor facilitated project end
reviews and project maintenance.

Keywords: Local governance improvement projects, International non government
organizations, Stakeholder expectation and stakeholder involvement.



v

TABLE OF CONTENTS

Declaration ................................................................................................................. i

Dedication .................................................................................................................. ii

Acknowledgement .................................................................................................... iii

Abstract ..................................................................................................................... iv

Table of Content ........................................................................................................ v

List of Figures ........................................................................................................... ix

List of Tables ............................................................................................................. x

List of Abbreviations ................................................................................................ xi

List of Appendices ................................................................................................... xii

Chapter One

Introduction .............................................................................................................. 1

1.1. Background ................................................................................................. 1

1.2. Problem statement ........................................................................................ 4

1.3. Aim and objectives ...................................................................................... 5

1.4. Methodology ................................................................................................ 5

1.4.1. Literature Survey ............................................................................ 5

1.4.2. Preliminary study .............................................................................. 5

1.4.3. Case studies ...................................................................................... 6

1.4.4. Scope and limitations ....................................................................... 6

1.5. Chapter breakdown ...................................................................................... 7

1.6. Summary ...................................................................................................... 8

Chapter Two

Literature review ...................................................................................................... 9

2.1. Introduction ................................................................................................. 9

2.2. Who is a stakeholder? ................................................................................. 9

2.3. Types of stakeholders ............................................................................... 10

2.4. Stakeholder analysis .................................................................................. 11



vi

2.5. Governance ............................................................................................... 13

2.5.1. New governance ............................................................................ 14

2.5.2. INGOs in local governance improvement projects ....................... 16

2.5.3. Local governance structure in Sri Lanka ...................................... 17

2.6. Stakeholders of local governance .............................................................. 18

2.7. Stakeholder involvement approaches in local governance ........................ 20

2.7.1. Participatory planning ................................................................... 20

2.7.2. Citizen education and awareness building .................................... 21

2.7.3. Training and sensitizing local officials ......................................... 21

2.7.4. Advocacy, alliances and collaboration ......................................... 21

2.7.5. Participatory budgeting ................................................................. 22

2.7.6. Promoting accountability of elected officials to citizens .............. 22

2.8. Stakeholder involvement in local governance .......................................... 22

2.9. Stakeholder expectations .......................................................................... 24

2.10. Stakeholder satisfaction ............................................................................ 26

2.11. Factors of stakeholder satisfaction ............................................................ 27

2.12. Summary ................................................................................................... 29

Chapter Three

Research Methodology .......................................................................................... 30

3.1. Introduction ............................................................................................... 30

3.2. Research Design ........................................................................................ 30

3.2.1. Research philosophy ..................................................................... 31

3.2.2. Research approach ........................................................................ 31

3.2.3. Research techniques ...................................................................... 32

3.3. Research process ....................................................................................... 32

3.3.1. Background study ......................................................................... 33

3.3.2. Literature synthesis ....................................................................... 33

3.3.3. Research problem statement ......................................................... 33

3.3.4. Preliminary study ............................................................................ 34

3.3.5. Case study design .......................................................................... 34

3.3.6. Data collection .............................................................................. 36



vii

3.3.7. Data analysis ................................................................................. 38

3.3.8. Conclusion drawing and verification ............................................ 38

3.3.9. Write-up ........................................................................................ 39

3.4. Validity ..................................................................................................... 39

3.5. Summary ................................................................................................... 41

Chapter Four

Data collection and analysis .................................................................................. 42

4.1. Introduction ............................................................................................... 42

4.2. Preliminary survey findings ...................................................................... 42

4.2.1. Composition of preliminary survey .............................................. 42

4.2.2. Factors of stakeholder satisfaction ............................................... 43

4.2.3. Stakeholder satisfaction analysis model ....................................... 45

4.3. Background of cases ................................................................................. 47

4.4. Expectation of donors ............................................................................... 48

4.5. Involvement of donors .............................................................................. 54

4.6. Expectation of implementers .................................................................... 59

4.7. Involvement of implementers ................................................................... 63

4.8. Expectation of beneficiaries ...................................................................... 66

4.9. Involvement of beneficiaries ..................................................................... 69

4.10. Issues and challenges in achieving stakeholder satisfaction ..................... 73

4.10.1. Issues and challenges faced by donors .......................................... 73

4.10.2. Issues and challenges faced by implementers ............................... 74

4.10.3. Issues and challenges faced by beneficiaries ................................ 74

4.11. Recommendations to improve stakeholder satisfaction ............................ 75

4.11.1. Recommendations of donors........................................................... 75

4.11.2. Recommendations of implementers .............................................. 76

4.11.3. Recommendations of beneficiaries ............................................... 77

4.12. Summary ................................................................................................... 77



viii

Chapter Five

Research findings and Discussion ......................................................................... 78

5.1. Introduction ............................................................................................... 78

5.2. Stakeholder satisfaction ............................................................................ 78

5.3. Issues and challenges in achieving stakeholder satisfaction ..................... 82

5.4. Recommendations to improve stakeholder satisfaction ............................ 84

5.5. Summary ................................................................................................... 86

Chapter Six

Conclusion and Recommendation ........................................................................ 88

6.1. Introduction ............................................................................................... 88

6.2. Summary of key findings .......................................................................... 88

6.3. Recommendations ..................................................................................... 92

6.3.1. Localisation of the INGO funded projects .................................... 92

6.3.2. Coordination between government authorities and donors ........... 92

6.3.3. Combined institutional and infrastructure development

projects .......................................................................................... 93

6.3.4. Value for the involvement of stakeholders in project

management .................................................................................. 94

6.3.5. Donors need to concentrate on facilitating project end

review and project maintenance .................................................... 95

6.3.6. Further research directions ............................................................ 96

References ............................................................................................................... 97

Appendices ............................................................................................................ 104



ix

LIST OF FIGURES

Figure 1.1 : Chapter breakdown ............................................................................... 7

Figure 2.1 : Mendelow’s Power/Interest Matrix .................................................... 12

Figure 2.2 : Key elements of stakeholder satisfaction ............................................ 27

Figure 3.1 : The research process ........................................................................... 32

Figure 3.2 : Case study design ................................................................................ 35

Figure 4.1 : Stakeholder satisfaction analysis model ............................................. 46

Figure 5.1 : Comparison of level of stakeholder satisfaction ................................. 82



x

LIST OF TABLES

Table 2.1 : From governance to new governance ................................................... 15

Table 2.2 : Project stakeholders and their role ....................................................... 19

Table 2.3 : Stakeholder expectations for one catering service of a LA .................. 25

Table 2.4 : Factors of stakeholder satisfaction in literature .................................... 28

Table 3.1 : Measures taken to ensure the validity of the research .......................... 40

Table 4.1 : Composition of preliminary survey ...................................................... 43

Table 4.2 : Factors of stakeholder satisfaction ....................................................... 43

Table 4.3 : Details of cases ..................................................................................... 47

Table 4.4 : Cross case analysis of satisfaction of donors on their expectation ....... 49

Table 4.5 : Cross case analysis of satisfaction of donors on their involvement ..... 55

Table 4.6 : Cross case analysis of satisfaction of implementers on their

expectation ............................................................................................ 61

Table 4.7 : Cross case analysis of satisfaction of implementers on their

involvement .......................................................................................... 64

Table 4.8 : Cross case analysis of satisfaction of beneficiaries on their

expectations .......................................................................................... 67

Table 4.9 : Cross case analysis of satisfaction of beneficiaries on their

involvement .......................................................................................... 70

Table 5.1 : Cross case analysis of stakeholder satisfaction .................................... 78

Table 5.2 : Overall cross case analysis of stakeholder satisfaction ........................ 81

Table 5.3 : Cross case analysis of issues and challenges ........................................ 82

Table 5.4 : Cross case analysis of recommendations ............................................. 85

Table 6.1 : Evidence for recommendations from cases .......................................... 89



xi

LIST OF ABBREVIATIONS

Abbreviation Description

CIDA Canadian International Development Agency

DAH District administrative head

DFID Department for International Development

EPC Eastern Provincial Council

INGO International non-government organization

JICA Japanese International Cooperation Agency

NWSDB National Water Supply and Drainage Board

NGO Non-government organization

LA Local Authority

MED Ministry of Economic Development

MPCLG Ministry Provincial Council and Local Government

PAH Provincial Administrative Head

SAC Social Audit Committee

SSAM Stakeholder Satisfaction Analysis Model

UNDP United Nations Development Program

USAID United States Agency for International Development



xii

LIST OF APPENDICES

Appendix Description Page

Appendix - A Interview transcript (donors) .................................................... 104

Appendix - B Interview transcript (implementers) ......................................... 108

Appendix - C Interview transcript (beneficiaries) .......................................... 112

Appendix - D Unstructured interview / discussion with donors

(sample transcription) .............................................................. 116

Appendix - E Unstructured interview / discussion with implementers

(sample transcription) .............................................................. 124

Appendix - D Unstructured interview / discussion with beneficiaries

(sample transcription) .............................................................. 130


