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Abstract: The role of organisational learning at the corporate level of business decision-making in the provision of services 

has been highlighted in the extant literature on strategic management. It still needs to address the application of learning 
organization as a strategy and its role in service delivery. Extant Scholarship links learning organization to service delivery 

with a bias to financial performance rather than the actual delivery of service, albeit not addressing the emerging role of the 

firm's innovation capability and the organizational development structure. In the paper, the authors adopt a multidisciplinary 

approach to review conceptual, theoretical and empirical literature to distil and examine the linkage. This study outlines 

problems that require for a broader definition of the learning organisation construct while keeping in mind that the learning 

organisation strategy (LOS) as a strategy does not exist in the body of existing literature. Based on the postulates forthwith, the 

paper brings a new frontier in strategy and hence proposes a theoretical model for linking the application of learning 

organization as a strategy to service delivery while delving into the role of the firm's innovation capability and organizational 

development structure and raises several implications for future empirical work. 
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I. INTRODUCTION 

Extant evolutionary literature on the strategic management process, which has the sequential steps of strategy 

formulation, implementation and evaluation, has evolved in the definition and actual application. The strategy process is 

permeated with strategic thinking and options to overcome the glaring gap of a conventional strategic process which occurs in 

a stable environment with an emphasis on thinking creatively and intuitively by crafting strategies and creating a basis for 

learning (Prahalad, 1989; Stacy, 1992; Mintzberg, 1994; Liedtka, 1998) 
 

The organization makes decisions at three strategic levels: at the corporate level on how to compete, at the business 

level on how to compete, and at the functional level on how to contribute, which means that all members of the organisation, 
not just the top management, are involved by searching the environment for important data, suggesting adjustments to 

strategies to take advantage of opportunities to continuously improve work procedures, and evaluating techniques. In the 

current Volatile, uncertain, complex and ambiguous business environment, strategic decisions are value-oriented conceptual 

and fit into corporate mission, objectives, strategies and policies by examining the set of activities that it carries out to create 

value for its customer in its activities, interconnected- ness, understanding of the source of value thus creating competitive 

advantage (Porter, 1985; Hamel & Prahalad, 1994; Bennett & Lemoine, 2014). Decision-making is a strategic choice with a 

spotlight on the role and constituents of the Top management team (Hambrick, 1989). 
 

Providing resources that someone else will utilise as part of a service is an act that is done for that person (Alter 2008). 
As espoused, service delivery is intangible, with intangible evidence as a cue for evaluation. The popular dictum that structure 

follows strategy has since been disapproved that the structure can be a precondition to carrying out certain strategies (Chandler, 

1962; Ogliastri, 2015). The proper firm strategic behaviour is the learning organization strategy orientation in order to monitor 

and respond to Volatile, uncertain, complex and ambiguous environments by identifying emerging and disappearing 

opportunities in order to deliver service quality as the firm attains its objective as a capability and competence (Teece & 

Pisano, 1997; Ensign, 2001). In the literature on strategic management, the learning organisation structure has been discussed 

in relation to performance, public sector innovation, and financial service, among other areas (Calantone et al. 2002, Salge & 

Vera 2012, Blazevic & Lieven 2004, Antonacopoulou Moldjord, Stero and Stokeland 2019).  
 

 



Ninah Mwende, Muthamia and James Kilika /IRJEMS, 1(2), 21-32, 2022 
 

22 

In scouting through the literature conversely, one finds that literature on Learning organizations is rich with the potential 

to influence service quality delivery and other relevant constructs that are considered suitable for understanding and explaining 

firm strategic behaviour of innovation and service quality delivery. However, the application of learning organization as a 

Strategy has yet to be explored or used. This raises the implication on the theoretical perspective to integrate Learning 

organization strategy in that it will require scholars to appreciate the role played by theories underpinning strategic 
management such as Institutional Theory, Resource-based view, balanced scorecard, emergent strategies, logical 

incrementalism, while the other theories touching on service quality delivery such as SERVQUAL and SERVPERF while 

taking into consideration the role of innovation in the present day VUCA environment. This calls for an understanding of the 

learning organization strategy. 
 

A. Statement of the Problem 

An company will use the learning organisation as a method to provide high-quality service if it wants to add value to the 

way its customers perceive the services it offers (Porter 1985, Parasuraman 1988, Senge 1990). Despite calls for businesses to 

adopt learning organisations as a strategic alternative for directing service delivery, it has been noted that this request faces a 

number of challenges that strategic management must address. There is scatteredness and divergence in the definition, 
dimensions, conceptualization, and indicators of the construct of Learning organization strategy, service delivery and firm’s 

innovation capability as no one book has all the literature. The context of the application of a learning organization strategy in 

service companies is unexplored, and a clear conceptualization of relevant constructs that underpin the phenomenon and 

application in real life is missing; hence need for scholars to provide relevant models that offer direction for practice and 

empirical work. 
 

Secondly, Previous researches postulate various relationships between the three variables of service delivery, Learning 

organization strategy and a firm’s innovation capability; there is a positive relationship between being a learning organization 

and being an innovative organization; learning orientation is central for innovation, organizational innovation influences 
service delivery in the past have indicated various relationships between learning organization (Roger et al., 2002; Ozbeg & 

Gelmez, 2015). This research aims to close a conceptual gap by focusing on the mediating role of innovation on the 

relationship between learning organisation as a strategy and delivery of quality service. 
 

Thirdly, despite the logical connection between learning organization strategy and firm innovation capability leading to 

service delivery, only some studies have examined this connection. In the service industry, the following are the dominant in 

research:  service quality delivery in service quality service and marketing, customer relationship management and service 

delivery, among others (Gronroos, 1984; Arokiasamy, 2014; Foya, Kilika & Muathe, 2015). When doing an environmental 

analysis, the macro environment is now viewable through the VUCA lenses. According to a 2012 article by Salge et al., the 

learning organisation strategy orientation moderates the direct positive influence of innovation activities on public sector 
innovation.  

 

Lastly, in order to bring a zing to learning organization strategy theory, recent models have been created; for example, 

Antonacopoulou et al. (2019) postulated a new learning organization and study would fill the empirical gap in testing the new 

learning organization strategy model proposed by Antonacopoulou et al. in 2019 and Marsick and Watkins DLOQ model. To 

develop a theoretical model for learning organisation strategy, service quality delivery, and firm's innovation capability, as well 

as to outline future research recommendations based on the theoretical and empirical gaps with implications for future research, 

the Paper's objective is to conduct a thorough review of the extant conceptual, theoretical, and empirical literature on the key 

constructs. 
 

The purpose of the study is to provide a comprehensive knowledge of the construct, establish a relationship between the 

constructs, and react to calls for conceptual, empirical, and theoretical literature development. The paper will cover some 

research gaps aimed at helping practitioners, policymakers, and managers.  Moreover, scholars who lack a clear 

conceptualization of how the constructs can aid practicably in situ also helps theorist in social sciences and like-minded 

scholars interested in heeding the call for further study and advancement of the constructs. 
 

II. CONCEPTUALIZATION OF THE KEY CONSTRUCTS 

A. Learning Organization Strategy 

In order to conceptualize the construct of learning organization as a strategy and achieve the study objective, it is 

paramount that history is brought to attention. We must appreciate how learning organization has evolved over the years. 

Confucius (551-479BC) was the first to float the idea that everyone should benefit from learning. Learning is a change in 

behaviour (Garratt, 1987; Swierranga, 1992). The learning organization was introduced by Garratt in 1987 and popularized by 

Senge in 1990 when he defined the construct. Senge first defined learning organisation is one in which employees continuously 

develop their ability to forge the desired future, adopting novel thought patterns that draw on collective intelligence, and 
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engaging in continuous learning. Senge has since been considered the guru of a learning organization with the authorship of his 

book the fifth discipline- the art and practice of the learning organization (1990). With resource allocation, the learning 

organization construct was later described as an organization that facilitates learning and continually transforms itself to meet 

strategic goals (Boydell, Burgoyne and Pedler 1991). The concept of knowledge acquisition and transformation to modify 

behaviour and reflect new insights was coined by Garvin in 1993. Continuous learning was included by Marsick and Watkins 
to support ongoing development and the ability to change within a single year. Learning is supported by policies, practises, and 

structure (Nevis 1995). 
 

There are numerous theories regarding a learning structure. It is a company that is continually able to change, adapt, and 

renew itself in accordance with the needs of its environment, is able to draw lessons from the past, alter its course of action 

quickly, and makes use of all available information to continuously renew its actions (Sydänmaanlakka 2001, Otala 2008). A 

learning organization analyses and monitors its processes, consciously facilitates learning, and has a culture encouraging 

experimentation (Gephart et al., 1996; Pedler et al., 1997; Goh, 1998). A learning organization has levels of learning, including 

individual group and organization levels (Marsick & Watkins, 1998). People in this group are constantly learning and getting 

better (Dowd 1999). The individuals are engaged in problem-solving and decision-making and whose cultural facets of values, 
assumptions and behaviours enable learning activities (Rowden, 2001; Lewis, 2002; Armstrong & Foley, 2003). Consciously 

managing learning via vital components of value and vision in daily operations was floated. More presently, an Organization 

that applies the principles of institutional reflexivity, high agility organizing and teaching leadership (Moilanen, 2005; 

Antonacopoulou et al., 2019). 
 

Despite the lack of consensus among scholars of strategy on a common definition of learning organization, the construct 

can be limply be described as a place where individuals continuously increase their ability to produce the outcomes they truly 

desire, where innovative and expansive thought patterns are fostered, where individuals' collective aspirations are unleashed, 

and where individuals continuously improve their ability to see the big picture as a whole (Senge 1990). The disciplines 
include Personal mastery, a process of special proficiency that is continuous by seeing current reality more clearly and working 

towards a vision. Second is a mental mode, which is how we see and react to the world. The third dimension is the shared 

vision that gives learning its direction and drive. The fourth dimension is team learning which is a dialogue to ensure people 

think together by aligning and developing to function as a whole. Lastly, system thinking is an amalgamation of all the above 

disciplines to enable learning organization strategy to be actualized and see the big picture. It organizes the complexity into a 

coherent story by illuminating the cause of the problem and how it can be remedied in enduring ways. Not to be confused with 

Organizational learning, a process in the organization, while learning organization is the nature or form of the firm (Bratianu, 

2015).   
 

Learning organization calls for a shift of mind of all employees, especially managers, to continually create a reality and 
keep changing it (Bratianu, 2015). Various definitions have been postulated on the definition of the construct learning 

organization; however, it is not easily defined (Ortenblad, 2018). Another view of the learning organisation architecture is one 

in which an organisation values its policies, practises, procedures, and structures while facilitating learning among its members 

and continuously acquiring and transforming knowledge to change its behaviour to reflect new knowledge (Garvin 1991, Nevis 

et al 1995, Gephart et al 1996, Goh 1998). Another perspective is it is a group of people dedicated to learning and forever 

improving results based on increased performance where people are involved in problem solving by making decisions while 

performing their work in an environment that supports learning activities. (Goh 1998, Dowd 1999, Griego et al 2000, Rowden 

2001, Lewis 2002, & Moilanen 2005) 
 

Learning occurs at all levels of the organization sequentially. Individuals give meaning to experiences, translate them 

into collective group experiences and respond by integrating, retaining and identifying new technology (Marsick & Watkins, 

2003). More recently, looking at the learning organization through the lenses of the current volatile, uncertain, complex and 

ambiguous (VUCA) environment, a new learning organization perspective has been posited called sensuous learning 

organization (Antonacopoulou et al., 2019). The sensuous learning organisations foster critique such that the complex 

symplegma of emergent sensations stimulates action, reacting, and conducting one's practise with freedom of choice. They do 

this by aligning cognitions, emotions, and intuitive insight (Antonacopoulou et al 2019). The top management team advocates 

and models the importance of continuous learning in learning organisations to the extent that the entire organisation is 

persuaded that learning is both a means to a goal and an end in and of itself. 
 

The present economic environment is networked due to the advanced communication, transportation, and information 

technologies. To avoid obsolescence and promote innovation, the learning organization aids the strategic management process, 

especially at the planning stage, to change and adapt, making it the most important factor to use as a determinant of success in 

service delivery (Gilley, 2009). An organization with a Learning organization as a strategy engages in strategic activities of 

creating and using knowledge to enhance competitive advantage (Calantone, Cavusal & Zhao 2002). The firm's competitive 
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advantage results from the value it creates for its buyers, which is over and above the cost of creating it (Porter, 1985). In the 

study, one of the themes explored is the value the customer creates in service delivery by a firm that employs a learning 

organization strategy as its capability. A firm gains a competitive advantage by exploiting its internal strengths by maximizing 

opportunities and neutralizing its threats which require strategic thinking (Barney, 1995; Porter, 2012). A firm enhances 

competitive advantage by paying attention to a firm's internal capabilities and competitive position (read learning organization 
strategy) (Hooly, Greenley, Cadagon and Fahy, 2005). Having resources that are valued, scarce, imperfectly replicable, and 

strategic with no comparable substitute is how one gains a lasting competitive advantage. This can be done by using the 

learning organisation strategy (Barney 1991).  
 

Learning organization strategy is a brand-new brand in that it is uncharted. In defining a concept, this study adopts the 

interpretive approach, a content-focused approach where the concept is defined by how it is used contextually (Ortenblad, 

2018). The long-term direction and focus of an organisation that gives it an edge in a changing environment through the 

configuration of its resources and competencies with the goal of meeting stakeholder expectations is known as its strategy 

(Johnson, Scholes, & Whittington, 2008). From the mottled definitions above, study construes that a learning organization 

strategy can be defined as an Organization that applies the strategy of learning organization by distinctively being characterized 
by a collective shared vision, continuous learning at individual and team levels with the support of the top management team, 

structure, and resources and is connected to the environment. As a result, even though there are minor variances in the concept 

of a learning organisation, the nature of a learning organisation approach still necessitates additional aggregation and 

investigation.  It is a construct that allows for the entrepreneurial innovativeness, fresh thinking. 
 

Learning organization strategy can be applied as an organization's long-term direction without limits and as a stream of 

decisions (Porter, 1996; Mintzberg, 2007; Johnson, 2011). The learning organization strategy can be applied as a plan (how to 

get there), pattern (actions over time), position (decisions to reflect the strategy) and perspective (vision and direction) to 

achieve service delivery (Mintzberg, 1994). The pattern of decisions that determine and reveal an organization's objectives, 
purposes, or goals at the corporate level also define the spectrum of business the firm will pursue for its shareholders (Andrews 

1980). The decision is to continuously adopt, change and renew itself to the requirement of the surrounding where people 

continually expand their capacity to create a desired future with new patterns of thinking and have continuous learning 

(Andrew’s 1980, Senge 1990). An organization that applies learning organization as a strategy gains ambidexterity by both 

learning and incrementally building on its past by having Both more traditional units focused on incremental improvement and 

ongoing operations and entrepreneurial units designed for learning by doing to build or explore innovation. (Tush and Smith 

2004).  
 

The learning organization strategy constructs are related to the firm innovation capability construct in that, as an 

organization learns, it develops new or renews ideas, products, technology, market, source, and services and has a high degree 
of adoption of new knowledge and willingness to change by anticipating customer’s needs and creating emerging markets 

demands thus creating competitive advantage (Schumpeter, 1934; Calantone et al., 2002; Hooly et al., 2005).  
 

B. Firm’s Innovation Capability 

Strategic choices are innovative, proactive responses to either the internal or external circumstances that a business 

faces in order to accomplish its goal (Cristina & Ion 2006). Strategy. To materialize this, a firm can pick from an array of 

strategic options, which include but are not limited to: specialization-limiting products to a few homogenous ones, cooperation 

in production to achieve a complex end product, diversification of the range of products, informatization of activities and re- 

engineering – substitution of worn out technologies and redesigning the process (Porter, 1985; Cristina & Ion, 2006; Cristina & 
Ion, 2006, Katz, Preez & Shutte, 2010). Competitive advantage via first mover advantage can be attained by being a pioneer in 

introducing products and services in the wild, wild, and west of the market (Lieberman & Montgomery, 1988).  
 

The only constant thing in the VUCA environment is change, and sustainable competitive advantage is achieved by 

applying the learning organization strategy, accumulating knowledge and accelerating the velocity of new technologies, 

processes, products and markets (Ruohotie, 1997; Marquardt, 1999; Sydänmaanlakka, 2001). Using a learning organization 

strategy accumulates knowledge as one of its most valuable inimitable assets, used in the renewal and changing of its 

operations (Viitala, 2013). Subsequently, innovation occurs as the individual, group and organization seek to renew itself, to 

make something new in that an organization develops (re)new ideas, products, technology, market, source, service, behaviour 

and adoption to small changes by coming up with specific solutions to specific problems whose potential is enhanced by 
learning (Schumpeter, 1934; Damanpour et al., 1998; Knight, 1967; Wolfe, 1994; Sydänmaanlakka 2001; Drejer 2004). It 

changes worth recognizing in the novelty of the idea, practice, process, service, position, practice with the intention of 

improvement changes worth recognizing as they are new enough, large enough and durable enough to affect operations or 

character of an organization appreciably and are either imitated or commercialized (West & Farr, 1990 Moore et al. 1997; 

Oguzturk, 2003; Hartley, 2005). It distinguishes innovation as both technical and administrative (Damanpour, 1991).  
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Innovation is a deliberate, planned process that modifies ideas, methods, procedures, characteristics of services, and new 

implementation components. It involves a complex web of firm-specific behaviours and artefacts (Nazali et al 2009). 
Innovation is rooted in the resource-based view (RBV) by being considered as the strategic resources with VRIN attributes, 

whereby they offer a sustainable competitive advantage to the organization (Barney, 1991; Brown and Eisen hard 1995, Wolfe 

1994; Balkin, 2000; Baker & Sinkula, 2002; Warnier et al., 2013). Strategy helps the firm to maximize profits by offering 

better quality delivery, strategy of leadership in costs, strategy of agility and strategy of market positioning and innovativeness 

creates, extends or modifies its resource base purposefully (Teece et al: 1990, 1997, Helfat and Peteraf 2014, Obradovic 2016). 

The learning organization strategy could be an antecedent of innovation (Roger et al 2002) which could also be moderator in 

the relationship between learning organization strategy and performance (Pesamaa et al in 2013) showing logical 

incrementalism between the constructs. 
 

C. Conceptualization of Service Delivery 
The strategic management processes, which include environmental scanning, strategy formulation, implementation, 

evaluation, and control to achieve goals outlined in the vision and mission, are integrated with service delivery. These 

managerial decisions and actions determine the long-term performance of an organisation (Johnson & Scholes 1984, Wheelen 

2002). Service delivery measures how closely the level of service supplied corresponds to what customers expect (Lewis and 

Booms 1983). 
 

 Because customers may buy for perceived performance as well as perceived value, which is quantified using the gap 

between perception and expectation in the SERVQUAL and SERVPERF models, word-of-mouth has a tremendous impact on 

service delivery (Gronroos 1984, Parasuraman 1988, Cronin & Taylor 1994). First defined by scholars in the production of 
goods sector, service delivery emphasized conformance to requirements, presenting a quagmire in the characterization of 

service delivery as it is intangible, heterogeneous and inseparable (Bateson, 1977; Gronroos, 1978; Zeithaml, 1981, Booms, 

1981).  
 

It has been proposed as a way to gauge how effectively a service level meets expectations and the discrepancy between 

perceived and actual performance of both industries for tangible and intangible goods (Lewis & Booms 1983, Parasuraman, 

Zeithaml and Berry 1988, Yousapronpaiboon 2014). From the learning organization strategy, the inadvertent emphasis is on 

the WHAT rather than the HOW of service delivery. By diving deeper into Garvin’s eight dimensions of quality service 

delivery, the WHAT of quality delivery is better demonstrated than shallowly floating in Parasuraman’s five dimensions of the 

how of quality service delivery (Garvin, 1987; Parasuraman, 1988). Garvin's eight dimensions, which are used to measure 
service delivery, encompass performance, features, reliability, durability, compliance, serviceability, aesthetics, and perceived 

quality of a product or service (Garvin 1987). 
 

The extant literature on service delivery has yet to agree unanimously on its definition (Jain & Gupta, 2008). According 

to Juran 1988, a service is delivered when it is "fit for use," "conforms to the demand," and "satisfies the customer" (Eiglier and 

Langeard 1987). Others have imagined it in terms of qualities including functionality, features, conformity, durability, beauty, 

and suitability for use (Garvin 1987).  This conceptualization quagmire is brought about by the inherent nature of service of 

being intangible. It should be understood as framework of critical ends and means (Boxall 1996) and exploitation of existing 

resources and development of new one (Wernerfelt 1984).   
 

D. Organizational Development Structure 
Organizational development is the planned coordination of the activities of the human resources for the achievement of 

goals and mission through the division of labour and function through the hierarchy of authority and responsibility while also 

assuring the long-term, full exploitation of each employee's specific knowledge and talents, with a focus on stated corporate 

and commercial plans (Shein 1990, Egan et al., 2004). In order to achieve service delivery, learning organization strategy is 

thus integrated with organizational development systems by integration of organizational development system with mission, 

goals and vision of the company, top management support of resource allocation, environmental scanning, plans and policies 

that support career development activities, line managers commitment and involvement, having organizational development 

system as a complimentary activity to learning organization strategy, Recognition of culture’s role and emphasis on evaluation 
and last but not least, emphasis on individual productivity and satisfaction (Rosenberg & Rosenstein, 1980; Hurgis & Zenger, 

1982, Barham, Fraser & Heath, 1987; Buckley & Caple, 1990; Garavan, 1991; Holland & Light, 1999). 
 

E.  Theoretical Review 
The conceptual review has linked Learning organization strategy, firm innovation capability, organizational 

development structure and service delivery and calls for a deeper examination of strategic management theories underpinning 

them. As a result, the study investigates the theoretical foundations of the constructs, including Sengerian, DLOQ, Balanced 

Score Card, Enhanced SERVQUAL, Schumpeter, Resource Based View, Dynamic Capability, and Institutional Theory. 
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a) The Sengerian theory 

Postulated by Peter Senge (1990), the theory states that an organization characterized by core disciplines of the 
Learning organization will succeed in the VUCA business era by encouraging lifelong learning at all levels of the 

organization. Organizations must use strategic thinking to think and act within a set of presumptions while considering 

alternative course of action while taking into account the relationships among the interdependent layers of the organisation 

(Liedtka 1998). The learning organisation employs the five disciplines of systems thinking, shared vision, team learning, 

personal mastery, and mental models. masterful self-discipline, mental attitude, common goal, collaborative learning, and 

systems thinking. The notion of innovation demonstrates that innovation occurs when an organisation transforms into a 

learning organisation by developing a new process, idea, or product in order to alter and adapt to the environment (Senge 

1990, Drejer 2004). With the commonality of the fifth discipline theory supporting the application of learning organisation 

strategy state of shared vision, team learning, thinking within the system, and never-ending learning, scholars have used 

this theory, for instance: to develop a tool to measure the dimensions of a learning organisation and how learning affects 

innovativeness and performance (Marsick & Watkins, 2003; Shoham & Rovio, 2013; Ozbeg & Gelmez, 2015). 

 
b) DLOQ theory 

Learning mostly occurs informally on the job and in groups in a learning climate and culture (Ghaffari, 2011). In 

2003, Marsick and Watkins' self-titled DLOQ theory was created by emphasising system-related organisational structure, 

team-based learning, and the individual's learning process. It has seven dimensions of measuring a learning organization 

strategy: continuous learning defines the nature of learning; promotion of inquiry and dialogue dimension is defined as 

how people express their views and listen and inquire into the views of others. They are the encouragement of 

collaboration dimension, creation of systems to capture and share learning dimension, people empowerment, joint visions 

connection with the environmental dimension strategic leadership. There is a significant positive correlation between 
DLOQ and perceived organization financial performance relationship between learning organization and innovation 

diagnosing dimensions of a learning organization strategy and measuring learning innovation and innovation in hospitals 

(Calantone, 2002; Moilanen, 2005; Dias & Escovar, 2015; Kim, 2016). The studies agree that the DLOQ is a theoretical 

model for measuring the state of a learning organization.   

 
c) Enhanced SERVQUAL theory 

In 1985, Parasuraman Zeithaml and Berry sought to address service quality measurement by identifying gaps 

between customers' expectations and actual satisfaction obtained whilst consuming a product or a service: reliability, 

assurance, tangibles, empathy and responsiveness. The characteristics that make up the dimensions are: concrete qualities 
like dependability, responsiveness, assurance, and empathy, which entails giving clients personalised care. To measure 

the service delivery gap, the formula is G= P- E: where G is the difference between perceived service (P) and expectation 

of service (E). The SERVQUAL model is a good measure of quality delivered. However, the application of learning 

organization strategy is about more of the What than the How of service delivery, necessitating the inclusion of Garvin's 

eight dimensions. Performance, features, dependability, compliance, durability, serviceability, aesthetics, and perceived 

quality are the eight important characteristics or categories of quality that Garvin suggests might act as a framework for 

strategic analysis. The mixed Parasuraman and Garvin dimensions applicable to study will hence be reliability, tangibles, 

Conformance, Performance Features, Serviceability and Aesthetics. In its efforts to adapt to its environment, an 

organisation invariably develops new processes and products by using the characteristics of a learning organisation as a 

method to improve service delivery (Roger et al 2002). 

 
d) The resource-based view 

Several researchers in strategic management postulated the resource-based view (RBV), including but not limited 

to Penrose (1959), Wernerfelt (1984), Peteraf (1993) and Barney (1995). The proponents generally agree that the resources 

influence organizations' delivery of service at the firm's disposal that are accumulated, built and difficult to imitate to gain 

competitive advantage (Barney, 1995). Resources have intrinsic levels of efficiency depending on how the resources are 

configured to be rare, non-substitutional inimitable and heterogeneous to generate sustainable competitive advantage 

(Peteraf & Barney, 2003; Pearce & Robinson, 2005). Strategic resources explain performance only as much as the extent 

of organization captures the economic value of the resource (Coff, 1999; Collins & Montgomery, 1995: Gupta & Roos, 

2001; Barney & Clark, 2007). RBV shows the importance of resource specificity.  
 

The ability of the firm to extend or modify, integrate, build, and reconfigure internal and external competences to 

address rapidly changing environments is made possible by the resource specificity. This theory uses a set of coordinated 

actions to exploit core competencies to gain competitive advantage until they become ingrained in the organization's 
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culture (Teece, Pisano and Shuen, 1997, Helfat 2007). The old resources of the firm can be employed in new ways through 

learning and doing, especially those that exhibit valuable, rareness, inimitability and non-substitutable qualities 

(Eisenhardt& Martin, 2000; Zollo & Winter, 2002; Zollo& Winter, 2002; Sirmon & Hitt, 2003). This further builds on 

Schumpeter's theory of innovation, which is the continuous emergence of new combinations that are ecumenically viable 

with five indicators of the introduction of new goods or new quality goods, introduction of new methods of production, the 
opening of new markets conquest of new sources of supply and new organization for new value creation. 

 

Innovation adds value to customers' perception of performance issues, as seen in a study that sought to establish 

innovation's long- and short-term effects on service delivery and a summary of innovation models (Dreser, 2004; Tidd, 

2006; Bourke & Roper, 2017).   

 

e) Institutional theory 

Institutional theory is the new normative open system context that includes organizational and social structures 

within organizations (William Richard Scott, 1995). For survival, an organization must adapt to the rules and belief 

systems of its VUCA environment (Meyer & Rowan, 1977; Martinsons, 1993; Porter, 1996; Bennett & Lemoine, 2014). 
An organization gains operational efficiency and services economically (Ghazzawi, 2018). Institutions drive the changes in 

interaction across all levels of the organization and are also affected by time factors, with beliefs and norms becoming 

codified and hence becoming legitimate (Dacin, Goodstein & Scott 2002). New ways, procedures, processes, and products 

are created to mitigate changes in the VUCA environment and measure this by testing the gap in service delivery 

(Schumpeter, 1934; Parasuraman, Zeithaml & Berry, 1985; Bennett & Lemoine, 2014). It improves results in industrial 

companies and helps explain the complex exogenous and endogenous sources of change in an organization (Ferreira & 

Filipe, 2009; Lok, 2017). 
 

III.   THE CASE FOR A THEORETICAL MODEL 
A theoretical model connecting learning organisation strategy, firm innovation capabilities, organisation development 

structure, and service delivery is justified in light of the concerns presented by the theoretical review. The first is the divergent 

description of the constructs, with various scholars’ definitions emanating from practical and contextualized applications. 

Despite agreement that learning organizations are domiciled in the Sengerian theory, consensus has not been reached on 

measurement using the DLOQ dimensions, and no one has postulated that the learning organization is a viable strategy. 

According to Nachmias and Nachmias (2004), a new theoretical model enables theorising and the advancement of abstract 

concepts that may be tested as hypotheses with empirical evidence. 
 

In Figure 3.1, the study proposes a new model for learning organization strategy. The second consideration arises from 

the dimension of learning: in both conceptualization and empirical analysis, the underlying emergent issue is that the whole 
strategic process of learning organization strategy application, a firm's innovation capability, and service delivery is done by a 

human resource in the organization structure whose individual characteristics influence their potential. The new model will 

offer an impetus for further explanation of other mediating factors that affect the relationship between learning organization 

strategy, firm innovation capability, and service delivery. 
 

The reviewed empirical work has many contextual, conceptual, and theoretical limitations that call for a wider scope for 

the generalizability of the results. Third, the existing empirical review is organized around the theme of establishing a link 

between learning organization strategy and innovation and service delivery learning organization strategy and performance 

(Calantone, 2002; Noor & Pitt, 2009; Shoham et al., 2013; Ozbey Gomez, 2015; Dias & Escoval, 2015; Assadinia et al., 2019). 
None studies how learning organisation strategy and service delivery relate to the modifying influence of innovation and the 

mediating effect of an individual's generational traits.  
 

A. The Proposed theoretical Model: The LEARN-O-QUAL Model 

In strategic management, nineteen quality models exist, each addressing quality in different sectors; however, none 

comprehensively addressed service quality, especially the application of learning organization strategy; therefore, in an attempt 

to integrate learning organization strategy and service delivery with modern strategic management studies, a new model is 

offered (the LEARN-O-QUAL model) (Kumar, 2016; Anabila, 2019). The suggested theoretical framework shows the linkages 

among the constructs of learning organization strategy, the role of a firm's innovation capability, organizational development 

systems, and service delivery. The independent variable in the framework is the learning organization strategy, while mediating 
is organizational development systems, moderating is the firm's innovation capability, and the dependent variable is service 

delivery. The model proposes the relationships between the constructs that are unequivocally relevant to strategic theory, 

management, and practice. 
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B. Learning Organization Strategy and Service Delivery 

An organization achieves sustainable competitive advantage by continuously renewing and adapting to environmental 

changes and continually expanding their capacity through the application of the learning organization strategy, ergo achieving 

service delivery. The theoretical review demonstrates a direct relationship between the learning organization strategy and 

service quality. 
 

A shared knowledge vision enabled by a knowledge-based repository and carried out by the individual to enable team 

learning characterizes a learning organization strategy. Service delivery is a metric used to assess organisational performance 

during the review stage of the strategic management process. Organizations evaluate the non tangible performance and value 
created for shareholders through service delivery by meeting customer’s expectations. The difference between what is 

perceived and expected in terms of tangibles, dependability, conformity, performance characteristics, serviceability, and 

aesthetics is measured. This relationship is proposed as: 

 

Proposition 1: 

The Learning Organization Strategy is an antecedent of an organization offering Service Delivery.  

 
C. The role of the Firm’s Innovation Capability 

The process by which a company renews its norm by developing new organisational structures, business processes, 

manufacturing techniques, markets, goods, and high-quality services, then perfecting it to have it as a capability by 

transforming the new norm into VRIN. A firm's innovation capability is acquired through the application of learning 

organization strategy in creating new ways of being to achieve quality service delivery. The role of a firm's innovation capacity 

in mediating the link between service delivery and learning organisation strategy proposes the following proposition: 
 

Proposition 2: 
Firm’s Innovation capability mediates the relationship between the learning organization strategy and service delivery. 
 

D. The Role of Organizational Development Systems 

Organizational development is the collaborative, system-wide, top-down endeavour to improve organisational 

effectiveness through process interventions based on behaviour research, according to Beckhard (1969), Cumming, and Worley 

(2009). The organizational development systems are characterized by the following managerial levers: mission and goals; top 
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management team support and leadership; value creation; rewards and feedback; and information processing and 

communication, thus moderating the relationship between learning organization strategy and service delivery. The study 

proposes the following: 

  

Proposition 3: 

P3: Organizational development systems moderate the relationship between learning organization strategy and service 

delivery. 
The organizational development systems further have an impact on the human resources output as the learning 

organizational strategy and firm innovation capability are carried out by the individuals in the organization. The company is 

able to implement the learning organisation approach and strengthen its capacity for innovation.  In the rapidly changing 

environment, organizational development systems change the attitudes values and structures of the organization in order to 

better adapt to new technologies (Bennis 1969). This directly affects the relationship between the organization's learning 

approach and its capacity for innovation. The study proposes that: 
 

Proposition 4: 

P4: Organizational development systems moderates the relationship between learning organization strategy and firm’s 

innovation capability  

The management tools of reward and feedback, information flow, and communication are carried out by the human 

resource in the organisational development. The human resource's capacity has a direct impact on the business's capacity for 

innovation in service delivery (Luballo & Kipkorir 2017). The moderating effect of organizational development structure on a 

firm's innovation capability and service delivery thus leads to the proposition that: 

 

Proposition 5: 

P5: Organizational development systems moderate the relationship between the firm’s innovation capability and service 

delivery. 

E. Conclusions Recommendation and Proposed Future Research 
This paper's goal was to conduct a thorough conceptual, theoretical, and empirical examination of the constructs, 

provide a theoretical framework for future research recommendations based on the gaps that were found, and discuss the 

consequences of that study for the field. The study shows that the concept of learning organisation strategy can improve service 

delivery and has a place in strategic management. The ability of the company to innovate mediates the relationship between the 

application of learning organisation strategy and service delivery. The study further highlighted the moderating role of the 

organization development systems on the relationship between learning organization strategy and service delivery, learning 

organization strategy and a firm's innovation capability, and a firm's innovation capability and service delivery. Study took a 

multi-disciplinary approach to building the theoretical framework. He used theories from strategic management, but he also 

used theories from economics, sociology, and human resources. 
 

 Expanding the typical breadth of indicators to more accurately reflect the entirety of the construct's nature while 

connecting it to learning organisation strategy is necessary due to constraints in the extent of understanding the construct of 

service delivery at the corporate level.  In order to demonstrate the function of the strategy, its intermediate output, and 

elements mediating and moderating the phenomena, the proposed framework offers a thorough attempt to comprehend the 

phenomenon caused by application of learning organisation strategy in service delivery.  The theoretical model, according to 

the report, can serve as a foundation for mounting future research based on the constructs, their indicators, and the relationships 

between them. In order to transition from an abstract state to an empirical state, the indicators and measurements of the same 

will need to be created in subsequent studies. The authors suggest that this can be used in the service sector due to its 

intangibility. This includes but not limited to insurance sector, education sector, hospitality sector and health care sector. 
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