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ABSTRACT 

 

The globalised world of business is driven by a complex mix of communication technology, 

consumerism and social, economic and political change. In pursuit of the latest technologies, 

processes and systems, managers often tend to neglect their business’s organisational culture. 

Traditional assets and strategies can easily be copied. A business’s organisational culture is 

much more difficult to reproduce and can be a competitive differentiator. Businesses which 

deliberately manage their organisational cultures, outperform similar businesses that do not.  

 

The performance culture in a business depends largely on the effectiveness of managers to 

establish an attitude of performance among employees. To achieve high performance, 

managers need different competencies to engage workers’ hearts and minds, as well as take 

advantage (in a positive way) of their physical labour. Managers who are able to create and 

sustain a performance culture and react to rapid change in markets and technologies, can 

maintain exceptional service and product quality levels despite of unpredictable business 

environments. Some managerial competencies are more conducive and prone to managerial 

effectiveness and the subsequent enhancement of a business's performance culture.   

 

Only a few businesses worldwide are managed by the notion that a performance culture 

equates outstanding profits and little research exists pertaining to managerial competencies that 

allow managers to motivate employees, win their commitment, and ultimately enhance the 

business’s performance culture.  

 

The primary objective of this study is to investigate the role of managers in enhancing 

performance culture. Knowledge and current perceptions of first-line managers and middle-level 

managers regarding the business’s performance culture (in terms of the associated business 

practices and employee characteristics), as well as certain related managerial competencies 

(such as communication, planning and administration, teamwork and emotional intelligence) 

were obtained.  

 

With regard to research methodology, the study used descriptive research in the form of 

quantitative, self-administered questionnaires. Two questionnaires were developed and 

uploaded on the Survey Monkey website. Subsequently, all first-line managers and middle-level 

managers (employed at Amalgamated Beverage Industries (ABI), the soft drink division of The 

South African Breweries (Pty) Ltd) were informed of the survey via an e-mail containing a cover 

letter as well as the hyperlink to the relevant questionnaires. The target population in this study 

was obtained by means of a census. Of the 438 respondents identified for the census, 186 

viable questionnaires, comprising of 73 middle-level manager and 113 first-line manager 
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respondents, were used for statistical analysis. Data entry, tabulation and statistical analysis 

were done by the Statistical Consultation Services of the North-West University (Potchefstroom 

Campus). 

 

The results of this study indicate that organisational culture places considerable pressure on 

employee behaviour and influences businesses in several ways. Every business has a unique 

organisational culture and an organisational culture that is not conducive to the performance 

culture of the business, needs to be addressed. In their efforts to enhance performance culture, 

managers need to display certain managerial competencies.   

 

It is recommended that, in order to assess a business’s performance culture and the degree to 

which managers display the associated managerial competencies, employees’ perceptions are 

taken into consideration, as practically significant differences pertaining to gender, qualification, 

age as well as managerial levels exist between different groups of respondents. The creation of 

a performance culture should be viewed as a continuous effort and it is suggested that 

managers investigate certain best practices in this regard in order to differentiate their 

businesses from competitors. In addition, managers may gain from training or coaching in order 

to develop and/or improve managerial skills related to the communication, planning and 

administration, teamwork and emotional intelligence managerial competencies, and 

subsequently practicing these in order to enhance the business’s performance culture.  
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OPSOMMING 

 

Die globaliseerde sakewêreld word gedryf deur ŉ komplekse samestelling van 

kommunikasietegnologie, verbruikerswese en sosiale, ekonomiese en politieke verandering. In 

die strewe na die nuutste tegnologieë, prosesse en sisteme, is bestuurders dikwels geneig om 

hulle onderneming se organisasiekultuur te verwaarloos.  Tradisionele bates en strategieë kan 

maklik gekopieer word. Onderneming se organisasiekultuur is baie moeiliker om te reproduseer 

en kan ŉ mededingende differensieerder wees.  Ondernemings wat doelbewus hul 

organisasiekultuur bestuur, oortref soortgelyke ondernemings wat dit nie doen nie.  

 

Die prestasiekultuur in ŉ onderneming word hoofsaaklik bepaal deur die effektiwiteit van 

bestuurders om ŉ prestasiegesindheid onder werknemers te vestig. Ten einde hoë 

werksverrigting te bewerkstellig, het bestuurders verskillende bevoegdhede nodig om werkers 

se harte en denke te betrek, sowel as om op ‘n positiewe wyse voordeel uit hulle fisiese arbeid 

te trek. Bestuurders wat daartoe in staat is om ŉ prestasiekultuur te skep en te handhaaf en 

boonop kan reageer op skielike veranderinge in markte en tegnologieë, kan buitengewone 

diens- en produkkwaliteitsvlakke handhaaf ten spyte van onvoorspelbare sake-omgewings.  

Sommige bestuursbevoegdhede is meer bevorderlik en geneig tot bestuurseffektiwiteit en die 

gepaardgaande versterking van ŉ onderneming se prestasiekultuur.   

 

Slegs enkele ondernemings wêreldwyd word bestuur met die besef dat ŉ prestasiekultuur 

gelykstaande is aan uitstekende winste. Min navorsing bestaan wat verband hou met 

bestuursbevoegdhede wat bestuurders in staat stel om werknemers te motiveer, hulle 

toewyding te bewerkstellig, en gevolglik die onderneming se prestasiekultuur te versterk.  

 

Die primêre doelwit van hierdie studie is om die rol van bestuurders in die versterking van ŉ 

prestasiekultuur te ondersoek. Kennis en huidige persepsies van eerstelynbestuurders en 

middelvlakbestuurders rakende ‘n onderneming se prestasiekultuur (in terme van die  

geassosieerde ondernemingspraktyke en werknemer karaktereienskappe) asook sekere 

verwante bestuursbevoegdhede (soos kommunikasie, beplanning en administrasie, spanwerk 

en emosionele intelligensie) is ingewin.  

 

Ten opsigte van die navorsingsmetodologie het die studie gebruik gemaak van beskrywende 

navorsing in die vorm van kwantitatiewe, selfvoltooide vraelyste.  Twee vraelyste is ontwikkel en 

op die Survey Monkey-webwerf gelaai. Vervolgens is alle eerstelynbestuurders en 

middelvlakbestuurder (in diens van ABI, die koeldrank-afdeling van die Suid-Afrikaanse 

Brouerye (Edms.) Bpk.) ingelig oor die opname deur middel van ŉ e-pos, wat ŉ dekbrief sowel 

as die hiperskakel na die relevante vraelyste bevat het. Die teikenpopulasie in hierdie studie is 
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bekom deur middel van ŉ sensus.  Vanuit die 438 respondente wat vir die sensus geïdentifiseer 

is, is 186 bruikbare vraelyste, bestaande uit 73 middelvlakbestuurder en 113 

eerstelynbestuurder respondente, vir die statistiese analises gebruik.  Data-inlesing, tabulering 

en statistiese analises is deur die Statistiese Konsultasiediens van die Noordwes-Universiteit 

(Potchefstroomkampus) uitgevoer. 

 

Die resultate van hierdie studie dui daarop dat organisasiekultuur geweldige druk op 

werknemergedrag plaas en ondernemings op ŉ verskeidenheid wyses affekteer.  Elke 

onderneming het ŉ unieke organisasiekultuur; ŉ organisasiekultuur wat nie bevorderlik tot die 

prestasiekultuur van die onderneming is nie, moet die nodige aandag ontvang.  In hul pogings 

om die prestasiekultuur te versterk, behoort bestuurders sekere bestuursbevoegdhede te 

demonstreer. 

 

Die aanbeveling word gemaak dat, ten einde ŉ onderneming se prestasiekultuur en die mate 

waartoe bestuurders die verwante bestuursbevoegdhede beoefen te assesseer, werknemers se 

persepsies in ag geneem behoort te word, aangesien prakties beduidende verskille ten opsigte 

van geslag, kwalifikasie, ouderdom sowel as bestuursvlakke tussen verskillende groepe 

respondente bestaan.  Die daarstelling van ŉ prestasiekultuur moet as ŉ volgehoue poging 

beskou word en die aanbeveling is dat bestuurders bepaalde beste praktyke in hierdie verband 

moet ondersoek om sodoende hul onderneming te differensieer.  Bestuurders kan ook baat vind 

by opleiding of afrigting om bestuursvaardighede wat verband hou met kommunikasie, 

beplanning en administrasie, spanwerk en emosionele intelligensie bestuursbevoegdhede te 

ontwikkel en/of verbeter, asook die aanwending daarvan om sodoende die onderneming se 

prestasiekultuur te versterk.   
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LIST OF KEY TERMS 

 
For the purpose of clarification and consistency, the key terms namely manager, competency 

(and skills), culture, organisational culture, and performance culture used in this study, are 

defined as follows:  

 

• Manager: Managers are individuals who have been selected in a leading position and have 

committed themselves to manage the implementation of particular tasks, such as planning, 

organising, directing and controlling. In fulfilling these tasks, managers’ attention is 

predominantly directed at subordinates as they endeavour to find ways of motivating them in 

the best interest of the business (Botha, 2012:19). Managers decide on the most appropriate 

strategies to achieve the goals of the business and guide, direct, or oversee the work and 

performance of subordinates.  They also have the responsibility for the performance of 

employees and provide access to resources that the employees can use in pursuing the 

business’s goals (Hellriegel et al., 2008:8). A business generally has three levels of 

management comprising of top managers, middle managers and first-line managers (Griffen, 

2014:5).  

 

• Competency: Globalisation has forced managers to deal with new complexities of both 

business and culture, such as communication technology, consumerism and social and 

political change. These complexities require managers to apply different competencies in 

different organisational cultures. Therefore, understanding managerial competencies needed 

to manage a business, is becoming more and more important in today’s rapidly changing 

external business environment (Cunningham & De Kock, 2012:113). A competency is an 

underlying attribute of a person which enables him/her to deliver superior performance in a 

given occupation, role or situation (Cunningham & De Kock, 2012:112). Competency refers 

to a combination of knowledge, skills, types of behaviour, and attitudes that contribute to 

individual efficiency (Hellriegel et al., 2008:22). Competency is the ability to meet intricate 

demands, by drawing and mobilising psychosocial resources in a particular context. It is 

more than only a skill or knowledge; it is a combination of knowledge and skills within a 

specific context that is repeated over a certain time (OECD, 2010:4). A wide range of 

competencies are needed to face the complex challenges of today’s world, such as 

communication, planning and administration, teamwork, strategic action, global awareness 

and emotional intelligence and self-management (Hellriegel et al.,  2008:23).  

 

• Culture: In different contexts, the concept, culture, has different meanings. In order to 

attempt to define culture in a business context, it is necessary to consider previous literature 
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on the culture concept. Bourne and Bourne (2011: 210) explain culture as a business’s 

values and conduct.  According to them, the culture within a business is an intangible feeling 

which can grow stronger as it develops over years. In addition, Kaliprasad (2006:27) argues 

that culture is a pattern of shared and basic assumptions that a group has learnt and 

acquired through solving problems related to external adaptation and internal integration.  

The pattern of assumptions is then considered valid and taught to new members as the 

correct way to perceive, think, and feel in relation to those problems. Some cultures 

encourage people to perform well and others do not, but there is no single formula that works 

everywhere (Bourne & Bourne, 2011: 210).   

 

• Organisational culture: Organisational culture comprises of the commonly accepted set of 

values, norms, beliefs, expectations and work routines that influence how employees work 

together and relate to one another in order to achieve business goals (Jones & George, 

2013:61). Furthermore, organisational culture can be described as the learned assumptions 

on which employees base their daily behaviour in the workplace (Reid & Hubbel, 2005:1). A 

business’s effectiveness is influenced by its organisational culture (Booysen & Visser, 

2012:53). 

 

• Performance culture: Risher (2007:26) refers to performance culture as a shared 

recognition by the entire workforce that good performance is a business priority. Rosenthal 

and Masarech (2003:4) further elude that a performance culture has a clear, compelling 

corporate purpose that informs business decisions, generates customer loyalty, ignites 

employee passion and inspires discretionary effort. Shared business values subsequently 

guide employee behaviour, influence business practices, and establish an environment 

where employees are encouraged to take ownership of the business’s performance.  Shirley 

(2007:48) describes a performance culture as the ability to create a workforce that is 

committed, motivated, creative and always willing to go the extra mile. From an analysis of 

the listed definitions of performance culture, a workable definition for the purpose of this 

study is as follows: a performance culture comprises the shared beliefs, values, attitudes and 

goals of employees and managers (at all managerial levels) that result in the superior 

execution of agreed actions and the shared recognition that good performance is a business 

priority. 
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CHAPTER 1 
INTRODUCTION AND OVERVIEW 

 
1.1 INTRODUCTION  
 

This chapter provides an introduction and overview of the problem that represents the focus of 

this study. It furthermore explains the manner in which the problem is addressed throughout the 

course of the study, and specifically on investigating the role of managers in enhancing 

performance culture. Chapter 1 commences with contextual background information regarding 

the study, formulates the problem statement, goal of the study (primary and secondary 

objectives), provides a literature overview and concludes with a brief discussion of the research 

methodology and chapter outline followed in this study. Figure 1.1 provides an abbreviated 

synopsis of Chapter 1 pertaining to the main sections that are to be discussed. 

 

Figure 1.1: Chapter 1 abbreviated synopsis 
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1.2 CONTEXTUAL BACKGROUND TO THE STUDY 
 
Businesses that succeed in a turbulent business environment pay attention to cultural values 

and business performance (Daft & Marcic, 2013:75). Businesses which deliberately manage 

their organisational cultures, outperform similar businesses that do not (Kotter & Heskett, 

1992:11; Rosenthal & Masarech, 2003:5).   

 

In twenty-first century businesses, goals are met and even exceeded, as a result of effective 

performance culture management and a perception that the human factor is the driving force 

behind business success (Quappe et al., 2007:17;19). Businesses can be exceedingly cash rich 

and have extensive capital, but they will not perform to their highest potential without the right 

people working together to create a culture of performance. Some businesses have achieved 

above average results with limited funds, because they employ the right people. These 

businesses focus on attracting potential employees and appointing candidates who will thrive in 

and support its organisational culture (Quappe et al., 2007:19).  Moreover, in this era where it is 

fairly easy to replicate business processes, employee behaviour and organisational culture are 

the only exceptions as they provide a business with a unique identity that competitors find 

difficult to replicate (Smith, 2011:2). 
 

Rosenthal and Masarech (2003:3) point out that organisational culture is earning a reputation as 

a means for driving high performance in twenty-first century businesses. Martins and 

Terblanche (2003:68) are of the opinion that organisational culture affects the extent to which 

creative solutions are encouraged, supported and implemented. Organisational culture is 

important for several reasons, such as the fact that it attracts and retains employees who have 

the necessary skills to achieve ambitious business goals and who are motivated by the 

business’s core beliefs. Organisational culture furthermore inspires employees and guides their 

contributions and decisions in a flatter, fast-paced, decentralised business environment. It 

serves as permanent points of reference and stability during crises or periods of great change. 

In addition, a more personal connection between the business and its employees is created 

through organisational culture, and employees with diverse interests are aligned around shared 

goals. Organisational culture is also crucial as it encourages teamwork and creates a sense of 

community in the business, reflects the business’s vision and mission, and leads to the 

development of an emotional bond between the business and its customers (Rosenthal & 

Masarech, 2003:4-5).  

 

Businesses that demonstrate higher levels of performance in key areas of organisational 

culture, including adaptability, consistency, mission and involvement, deliver better results when 

it comes to return on assets, sales growth and increased value to shareholders.  Culture tends 
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to be somewhat of a mystery in the study of businesses. Managers agree about the importance 

of organisational culture but are uncertain what constitutes a “good” culture versus a “bad” 

culture. It prowls in the unfortunate category of “soft” issues that managers cannot quite cast off 

for the nagging sense that there may actually be something there, something that may hold too 

much significance to dismiss out of hand (Quappe et al., 2007:13-14).  However, in light of the 

mentioned statements, it is clear that the culture within a business, referred to as the 

organisational culture, includes fundamental and important issues that affect the well-being and 

effectiveness of a business and its employees and can thus not be ignored. 

 

Relatively few businesses really know how an organisational culture is established, and how to 

change the organisational culture if it is not conducive to the business’s performance. Moreover, 

businesses do not have clarity regarding what the influence of organisational culture is on the 

business. When compared to personality, an organisational culture affects in predictable ways 

how people behave when no one is telling them what to do. At Microsoft in South Africa, a 

leading company in performance culture creation, all employees and managers value fun and 

creativity while working long hours under constant pressure. Even though the work is 

challenging, employees and managers alike are dedicated and committed.  Customers can 

furthermore expect Microsoft S.A.’s employees to interact with their colleagues and customers 

in a fun way even without managers telling them to perform, as a shared responsibility between 

Microsoft and its employees exists (Hellriegel et al., 2008:373-374). 

 

Reid and Hubbel (2005:1) explain that creating a performance culture requires a systematic and 

continuous approach to managing the performance of businesses, teams and individuals. 

Furthermore, business performance is related to organisational culture, but culture only remains 

linked with superior performance if managers are able to guide the culture to adapt to changes 

in the business environment. One of the challenges in adapting or changing an organisational 

culture is that it should have unique qualities which cannot be imitated by competitors, and must 

be extensively shared and communicated throughout the business (Rose et al., 2008:47). In 

their efforts to change organisational culture, managers should strive to create a culture of 

performance in the business and investigate certain best practices in this regard (Cocks, 

2012:16).` 

 

The performance culture in a business depends largely on the effectiveness of managers to 

establish an attitude of performance among employees. Traditionally, businesses were 

characterised by managerial approaches such as controlling and limiting people, enforcing rules 

and regulations, seeking stability and efficiency, designing a top-down hierarchy, and achieving 

bottom-line results. However, to spur innovation and achieve high performance in twenty-first 

century businesses, managers need different competencies to engage workers’ hearts and 
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minds, as well as take advantage (in a positive sense) of their physical labour. Nowadays, 

managers need to focus on leading change, harnessing people’s creativity an enthusiasm, 

finding shared visions and values, and sharing information and power (Daft & Marcic, 2013:v). 

Although there is no single list of competencies that defines an effective and efficient manager, 

some managerial competencies are more conducive and prone to managerial effectiveness in 

establishing and enhancing a business's performance culture. These managerial competencies 

include among others, communication, planning and administration, teamwork and emotional 

intelligence (Hellriegel et al., 2008:23), and forms the focus of this study.   

 
1.3 PROBLEM STATEMENT 
 

Globalisation has forced managers to deal with new complexities such as communication 

technology, consumerism and social and political change (Cunningham & De Kock, 2012:113). 

In pursuit of the latest technologies, processes and systems, managers often tend to neglect 

their business’s organisational culture (Shirley, 2007:20). Quappe et al. (2007:17) are of the 

opinion that when managers manage organisational culture with a focus on the enhancement of 

the business’s ability to meet or exceed its objectives, it can lead to a performance culture and 

improved business results. However, only a few businesses worldwide are managed by the 

notion that a performance culture equates outstanding profits (Shirley, 2007:20).  

 

In the current century, traditional assets and strategies can easily be copied and no longer 

guarantee a business’s competitive advantage. However, a business’s organisational culture is 

much more difficult to reproduce and can create a true competitive advantage.  Creating a 

performance culture which distinguishes a business from competitors in terms of the way 

managers and employees relate to their work and choose to behave, is among the most 

powerful levers for superior business performance (Maly & Aiken, 2008).  

 

Managers who are able to create and sustain a performance culture and react to rapid change 

in markets and technologies, can maintain exceptional service and product quality levels 

despite unpredictable business environments (Winter, 2003:3). Changing or improving 

organisational culture is one of the most difficult management activities managers can be faced 

with and it requires among others, a mixture of problem-solving rigidity, deep insight into human 

behaviour, and a pragmatic business sense (Maly & Aiken, 2008). It is however possible to 

change organisational culture, as is evident in international and national companies such as 

Qantas, Dell and Intell.  These companies underwent radical organisational culture changes to 

ensure their survival. They have reshaped and continued to enhance their organisational 

cultures to meet new demands of speed, scale and standards (Winter, 2003:364). On the other 

hand, a business such as LinkExchange failed to implement strategies for organisational 

4 



Chapter 1   Introduction and overview 

cultural change and did not even realise their organisational culture as being the root of their 

downfall (Williams, 2012:56).  

 

A performance culture in a business is only possible if every employee contributes, but it is the 

managers of the business who need to strategise and drive the performance culture. 

Buckingham (2005:70) argues that far too little has been researched about daily interactions 

and managerial competencies that allow managers to motivate employees, win their 

commitment and ultimately enhance the business performance culture. The reason for 

undertaking this study is to investigate the role of managers in enhancing performance culture. 

 

1.4 GOAL OF THE STUDY 
 

Once the gaps are identified and the research problem formulated with care and precision, 

research can be designed to provide pertinent information that includes specification of the 

research project’s objectives (Iacobucci & Churchill, 2010:29). In order to address the identified 

problem at hand, the following objectives are formulated: 

 
1.4.1 Primary objective 
 
The primary objective of this study is to investigate the role of managers in enhancing 

performance culture.  

 
1.4.2 Secondary objectives 
 
Secondary objectives derived from the primary objective and research problem, are to: 

 

1. investigate the influence of organisational culture on a business; 

2. discover best practices for the creation of a performance culture;  

3. identify the managerial competencies required to enhance a performance culture;  

4. determine the demographic profiles of the typical first-line and middle-level manager 

respondents who participated in the study; 

5. assess the reliability and validity of the measuring scales that measure the performance 

culture factors and managerial competencies in this study; 

6. determine respondents’ perceptions regarding the performance culture concept and 

managerial competencies associated with businesses having a performance culture; and 

7. determine whether practically significant differences exist between different groups of 

respondents in terms of each of the performance culture factors and managerial 

competencies measured in this study. 
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Table 1.1 provides an outline that illustrates the link between the secondary objectives, 

associated chapters and research phase. Subsequently, a literature overview and a brief 

discussion of the research methodology conducted for this study are provided.  

 

Table 1.1: An outline of the secondary objectives, their associated chapters and 
research phase 

Secondary 
research 
objective 

Chapter Research phase 

1-2 Chapter 2: Performance culture Literature review 

3 Chapter 3: Managerial competencies Literature review 

4-7 
Chapter 4: Research methodology Research method 

Chapter 5: Empirical results Empirical research 

1-7 Chapter 6: Conclusions and  
recommendations 

Conclusions and 
recommendations 

 
1.5 LITERATURE REVIEW 
 
Background information was gathered and the existing literature on the topic was investigated. 

In order to put the concepts into perspective, the literature study was conducted by using 

accredited and scholarly journal articles, relevant books, subject-specific journals and websites.  

 

The books that were studied covered a broad range of subjects including management, 

organisational culture, leadership, psychology, human resource management and research 

practices and methods. The databases that were explored included EbscoHost, NEXUS, 

ProQuest, SACat and SAePublications. Electronic search engines that were used included 

Google Scholar (www.google.com), among others. 

 

Some of the sources that were consulted date back as far as 1979. The idea that organisational 

culture could affect a business’s performance received limited attention outside academia until 

the late 1970s. The older, primary sources used for the literature study conducted in this study 

are provided in Chapter 4 (par. 4.2). 

 

The reason for consulting these older sources can be attributed to the fact that their 

contributions, based on the authors’ view of a specific school of thought or concept, are 

important in order to understand the full impact of the research problem. In addition, older 

sources are used in order to include primary sources instead of secondary sources for purposes 

of scientific accuracy, and since more recent sources also refer to these primary sources.  
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With the assistance of older resources, recent and current research in the field of social 

sciences is placed into proper perspective.  

 
1.6 RESEARCH METHODOLOGY 
 
This section provides a brief outline of the way in which the empirical research for this study was 

conducted. An in-depth discussion is provided in Chapter 4. The research design will be 

explained first, followed by a discussion of the design of the questionnaires used in this study, 

the research population, data collection, as well as data analysis and interpretation. 

 
1.6.1  Research design 
 

Research design specifies the methods and procedure for the collection and analysis of the 

needed information, and its purpose which include determining possible answers to the 

research questions, testing the hypotheses of interest, and providing the information needed for 

decision-making (Malhotra, 2010:42; Zikmund & Babin, 2010:64). After thorough consideration 

of the research problem and objectives, descriptive research was conducted in this study, since 

the objectives identified for this study relate to the purpose of descriptive research (par. 4.3.2).  

 
1.6.2  Questionnaire design  
 

A literature review was conducted by means of secondary data collection, however primary data 

was needed and subsequently collected in order to draw inferences and to be of value (par. 

4.3.3). A quantitative research method (par. 4.3.3.1) was used for data collection via an Internet 

survey. Furthermore, the Internet survey was conducted by means of self-administered 

questionnaires that were posted on the Survey Monkey website. The final questionnaires were 

designed based on information obtained from literature and the pilot testing that was conducted. 

The questionnaire used for the pilot testing in this study, was administered to a convenient 

sample of 237 respondents in the retail industry (par. 4.3.3.2.1). Based on the pilot test results 

and the fact that respondents gave no indication of any ambiguity of words or the questions of 

the questionnaire, two separate questionnaires were developed namely a first-line manager 

questionnaire that first-line managers completed (upward appraisal), and a middle-level 

manager questionnaire that middle-level managers completed (self-appraisal). The final 

questionnaires consisted of the following sections (par. 4.3.3.2.2; Appendix B & C): 

 

Section A: Demographics 

Section B: Performance culture 

Section C: Managerial competencies. 
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Table 4.2 furthermore indicates the link between the secondary objectives, sections and the 

questions in the respective questionnaires.  

 

1.6.3  Research population 
 
Population information can be obtained by conducting a census or a sample (Malhotra, 

2010:370). Burns and Bush (2010:339) define a census as an accounting of the complete 

population. Since the target population in this study included all the first-line managers and 

middle-level managers at ABI, the soft drink division of The South African Breweries (Pty) Ltd., 

the population information for this study was obtained by means of a census (par. 4.3.4). 

Amalgamated Beverage Industries is divided into different functional geographic areas (referred 

to as region of work for the purpose of this study) namely, the KZN region, North region, South 

region, Central region, Customer Interactive Centre (CIC), Sales Services Division (SSD) and 

Central Office (COF). It is essential to define the target population specifically as it describes the 

complete group of elements (people or objects) who/that are identified for investigation based 

on the research objectives (Hair et al., 2013:137). The target population encompassed a total of 

438 respondents who consisted of 262 first-line managers and 176 middle-level managers 

(representative of each of the aforementioned regions of work), (par. 4.3.4.1) and is indicated in 

Table 1.2.  

 
Table 1.2: Target population 

Target population 

Respondents n 

First-line managers 262 
Middle-level managers 176 
Total 438 

 
1.6.4  Data collection 
 
Respondents (first-line managers and middle-level managers) eligible for the census were 

identified and the respective questionnaires were uploaded on the Survey Monkey website. 

Subsequently, the indentified respondents were informed of the survey via an e-mail that 

contained a cover letter to the respondents, as well as the hyperlink to the relevant 

questionnaire on the Survey Monkey website. The data for this study was collected during the 

months of October and November in 2012. Of the 438 respondents identified for the census, a 

total of 186 participated in the study, which constitutes a 43% response rate. The 186 viable 

questionnaires, comprising of 73 middle-level manager questionnaires and 113 first-line 

manager questionnaires, were subsequently used for statistical analysis (par. 4.3.4.2). 
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1.6.5  Analysing and interpreting data 
 
The purpose of data analysis is to interpret and draw conclusions from the mass of data 

collected (Tustin et al., 2005:102). Since data analysis is a specialised area, Struwig and Stead 

(2007:150) suggest that it is best to use experts in the field of research procedures. For this 

reason the Statistical Consultation Services of the North-West University (Potchefstroom 

Campus) was used for data entry, tabulation and statistical analysis (par. 4.3.5). The data 

analysis process included: determining the reliability (par. 4.3.5.1) and validity (par. 4.3.5.1, par. 

4.3.5.1.1) of the accuracy of the measuring scales used in this study, analysing the descriptive 

results (par. 4.3.5.2.1); and calculating effect sizes in order to determine whether practical 

significant differences exist between the means of two or more groups of respondents. For this 

study, Cohen’s d-values were used to determine the practical significance of the results. 

Tukey’s Studentized Range post-hoc test was used when conducting one-way ANOVAs (to 

determine where means are statistically different when comparing more than two groups). 

Furthermore, independent samples t-tests were used to draw comparisons between two groups 

(par. 4.3.5.2.2).  

 
Based on the results obtained in Chapter 5, a number of main findings (par. 5.6.1, 5.6.2.1, 

5.6.2.2.1-5.6.2.2.5, 5.6.3.1.1-5.6.3.1.2, 5.6.3.2), were formulated (based on all the results 

reported throughout Chapter 5) for each of the sections of the questionnaires with a goal to 

address the secondary objectives as set out in paragraph 1.4.2. Finally, in Chapter 6, a number 

of conclusions are drawn, and recommendations made pertaining to each secondary objective. 

A flow diagram summarises how the primary and secondary objectives, the questions in the 

respective questionnaires, the main findings, conclusions and the recommendations inter-relate 

(par. 6.5, Fig. 6.2). 

 
1.7 CHAPTER OUTLINE 
 
This section provides a chapter outline of what can be expected in the rest of the study, which is 

supported by the schematic illustration of the chapter structure in Figure 1.2. 
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Figure 1.2: Chapter outline of study 

 
 

• Chapter 1 provides an introduction and overview of the research problem that represents the 

focus of this study. It furthermore explains the manner in which the problem is addressed 

throughout the course of the study, and specifically on investigating the role of managers in 

enhancing performance culture. The chapter commences with contextual background 

information regarding the study, formulates the problem statement and goal of the study 

(primary and secondary objectives), provides a literature overview and concludes with a brief 

discussion of the research methodology and chapter outline followed in this study 

 

• Chapter 2 commences with an in-depth investigation into developmental and emerging 

views on performance culture. Following this discussion, different definitions of culture are 

analysed in an attempt to define culture in a business context. A discussion on establishing 

an organisational culture, changing the organisation culture if it is not conducive to the 

business’s performance, and the influence of organisational culture on a business, follows. 

Furthermore, a performance culture and its advantages in terms of employee engagement, 

employee commitment, employee discipline, and performance management are highlighted. 

The chapter concludes with approaches to the creation of a performance culture, best 

practices for building and sustaining a performance culture, and pitfalls to avoid in the 

creation of a performance culture. 
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• Chapter 3 begins with an in-depth focus on managing a performance culture followed by the 

influence of organisational culture on a business.  Following this discussion, an analysis of 

the different managerial competencies which lead to an enhanced performance culture in a 

business, is outlined. These competencies include communication, planning and 

administration, teamwork and emotional intelligence. Subsequently, the relevant skills 

involved with each of these managerial competencies are discussed. 

 

• Chapter 4 is dedicated to the research methodology and processes used to achieve the 

objectives of this study. The structure of this chapter is guided by the stages involved in the 

research process used in this study and the manner in which they were applied. The chapter 

consequently examines the research design, data collection method and forms, sampling 

and collection of data, and analysis and interpretation of data. 

 

• Chapter 5 builds on the research methodology by reporting, explaining and interpreting the 

empirical results. This chapter starts off with a discussion of the population profiles of the 

typical respondents (for the respective groups), based on the demographic information 

gathered. The remainder of the chapter engages with the results from the statistical 

techniques used in this study.  The chapter concludes by listing all the main findings derived 

from the results reported throughout the chapter. 

 

• Chapter 6 commences with a brief overview of the study followed by a link diagram that 

provides a summary of the relationship between the primary and secondary objectives, the 

questions in the respective questionnaires, the main findings, conclusions and the 

recommendations. Subsequently, a number of conclusions are drawn for each secondary 

objective, some based on theory, such as provided in Chapters 2 and 3, and others based on 

the main findings formulated in Chapter 5. Recommendations pertaining to each secondary 

objective are furthermore formulated in order to give managers direction in the creation of a 

performance culture within businesses as well as the related managerial competencies for 

the enhancement of performance culture. The chapter concludes with limitations pertaining 

to this study, and indicates possibilities for future research. 

 

1.8  SUMMARY 
 
This chapter serves as an introduction and overview of the problem that constitutes the focus of 

the study. It commenced with contextual background information regarding the study, 

formulated the problem statement and goal of the study (primary and secondary objectives), 

and provided a literature overview. The chapter concludes with a brief discussion of the 

research methodology and chapter outline followed in this study.   
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CHAPTER 2 
PERFORMANCE CULTURE 

 
2.1 INTRODUCTION 
 

Business in the twenty-first century is compelled by a mix of communication technology, 

consumerism and social and political change. Opportunities, risks, innovation, and the speed of 

change are often rigorous and unpredictable, which can influence the survival and growth of a 

business negatively. Shirley (2007:48) states that businesses in pursuit of the latest 

technologies, processes and systems often tend to neglect the essential human element and 

thus join the growing statistics on mediocrity instead of excellence. Only a handful of 

businesses worldwide are managed by the notion that a performance culture equates 

outstanding profits (Shirley, 2007:20). 

 

The human factor should be the driving force in businesses that strives to create a performance 

culture. Businesses can be exceedingly cash rich and have extensive capital, but they will not 

perform to their highest potential without the right people working together to create a culture of 

performance. Some businesses have achieved above average results with limited funds, 

because they have the right people. In this era where it is fairly easy to replicate business 

processes, employee behaviour and organisational culture are the only exceptions as it 

provides a business with a unique identity that competitors find difficult to replicate (Smith, 

2011:2). 

 
This chapter commences with an in-depth investigation into developmental and emerging views 

on performance culture (par. 2.2 and 2.3). Following this discussion, different definitions of 

culture (par. 2.4) will be analysed in an attempt to define culture in a business context (par. 2.5). 

A discussion on establishing an organisational culture (par. 2.5.1), how to change the 

organisational culture (par. 2.5.2) if it is not conducive to the business’s performance and what 

the influence of organisational culture is on a business (par. 2.5.3), follows. Furthermore, a 

performance culture (par. 2.6) and its advantages in terms of employee engagement (par. 

2.6.1.1), employee commitment (par. 2.6.1.2), employee discipline (par. 2.6.1.3) and 

performance management (par. 2.6.1.4) are highlighted. Subsequently, approaches to the 

creation of a performance culture (par. 2.6.2) and related best practices for building and 

sustaining a performance culture (par. 2.6.3 and par. 2.6.3.1-2.6.3.9) are outlined. Finally, 

certain pitfalls in the creation of a performance culture are addressed (par. 2.6.4). Figure 2.1 

provides an abbreviated synopsis of Chapter 2 pertaining to the main sections that are to be 

discussed. 
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Figure 2.1: Chapter 2 abbreviated synopsis 

 
 
2.2 DEVELOPMENTAL VIEWS ON PERFORMANCE CULTURE 
 

The idea that organisational culture could affect a business’s performance received limited 

attention outside academia until the late 1970s. Developmental views on performance culture 

from researchers such as Pettigrew (1979), Dandridge et al. (1980), Deal and Kennedy (1982), 

Wallach (1983) and Schein (1985) made valuable contributions to the study field of 

organisational culture.  

 
The early stages of formal writing on the organisational culture concept started with Pettigrew 

(1979:570) who focussed on concepts and processes associated with the establishment of 

organisational cultures in businesses. He was one of the first researchers to create awareness 

about the significance of the concepts of performance and culture by focussing on the 

understanding of how new organisational cultures develop, as well as unravelling related 

processes entrepreneurs use to give energy, purpose and devotion to their businesses 

(Pettigrew, 1979:580). The concern in the field of organisational behaviour as to how purpose, 

commitment and order are shaped in the early stages of a business, is directly relevant to the 

concept of organisational culture. Although Pettigrew indicated how purpose, commitment and 

order are generated in a business, he believes that the feelings and actions of a business’s 

founder as well as the extent to which amalgamation of language, ritual, beliefs, ideology and 
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myths have an influence on processes associated with the establishment of organisational 

culture. People are the creators and managers of meaning. Subsequently, culture can be 

described as a system where publicly and jointly accepted meanings are used by a given group 

at a certain time (Pettigrew, 1979:572; 574). 

 

Dandridge et al. (1980:82) also contributed to the concept of organisational culture when they 

revealed how the study of symbols and myths of organisational culture assist in revealing the 

“deep structure” of a business. The deep structure contains a wealth of information that pertains 

to the total value of what it means to live, work, and to be part of a business (Dandridge et al., 

1980:82). Deal and Kennedy (1982) elaborated and popularised similar ideas to those of 

Pettigrew with their investigation into the influence of rites and rituals on the development of a 

business’s organisational culture. Koprowski (1983:39-51) contributed to academic research 

with his explanation of culture in businesses and the implication of organisational culture for 

managers and how managers could manage organisational culture more effectively. 

 

Other researchers such as Wallach (1983) and Schein (1985) introduced various definitions of 

the culture concept. Wallach (1983:29) defines organisational culture as the mutual 

understanding of a business’s employees on how they operate and function in the business. 

Furthermore, norms, values, philosophies and beliefs determine the way in which employees 

operate and function in terms of expected standards of speech, presentation of self and 

behaviour. Schein (1985:19) further eludes that organisational culture is the solution to the way 

in which especially new employees think about, feel and perceive the business. 

 

Results are not the only criteria for judging the performance effectiveness of a business 

(Wallach, 1983:32).  The way in which results are achieved is equally important. Business 

success is determined by combining the “what” and the “how”. The “how” refers to 

understanding the culture of the business, and the “what” pertains to meeting performance 

objectives. There are no good or bad cultures, per se. If the organisational culture reinforces the 

strategies, purposes and mission of the business, the culture is good and effective. Businesses 

should make sure that their organisational culture does not influence their performances in a 

negative manner because it then becomes a liability instead of an asset. Managers should 

strive to create a warm, supportive organisational culture for employees. When a business is 

relationship oriented, collaborative and open and employees feel safe, trusted, encouraged and 

treated equally, it creates an environment that is highly supportive and leads to a culture of 

performance (Wallach, 1983:33). 
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2.3 EMERGING VIEWS ON PERFORMANCE CULTURE 
 

Later studies on performance culture have made valuable contributions to the study field of the 

performance and culture concepts by clearly acknowledging their importance for business 

success (Chatman & Jehn, 1994; Denison & Mishra, 1995; Kotter & Hesket, 1992).  The 

consistency hypothesis of Denison and Mishra (1995:168) emphasised how the effectiveness of 

a business can be influenced in a positive manner when a strong culture exists. A business has 

a strong culture when its system of values, beliefs and symbols is widely understood and shared 

by all the employees and as a result, such a culture improves employees’ ability to carry out 

coordinated actions and reach consensus. The essential concept is that coordination is more 

easily attained through inherent control systems based upon internalised values, than through 

external control systems which rely on explicit policies and rules. 

 

By assessing the similarities and differences in business cultures within and across industries, 

Chatman and Jehn (1994:524) examined the effect of industry characteristics on organisational 

culture and quantified and conceptualised organisational culture in terms of extensively shared 

and strongly held values. Their research provided substantiation for an empirical and 

conceptual link between organisational culture and industry characteristics that warranted 

further investigation (Chatman & Jehn, 1994:548). 

 

Organisational culture is important for the following reasons (Kotter & Hesket, 1992:11-12): 

 

1. It has a major influence on the long-term economic performance of a business. 

2. As a factor for determining the success or failure of businesses, organisational culture will 

become even more important in the next decade. 

3. It can be made more performance enhancing, although organisational culture is difficult to 

change. 

 

A business, its actions and results are driven by culture, which guides the way in which 

employees think, act and feel (Reid & Hubbel, 2005:1). However, the concept of culture has 

different meanings in different contexts.    In order to understand the concept of culture in the 

context of this study, various views on the concept are provided in the following section. 

 

2.4 DEFINING CULTURE 
 

In order to attempt to define culture in a business context, it is necessary to consider previous 

literature on the culture concept. Bourne and Bourne (2011: 210) explain culture as a business’s 

values and conduct.  According to them, the culture within a business is an intangible feeling 
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which can grow stronger as it develops over years. In addition, Kaliprasad (2006) argues that 

culture is a pattern of shared and basic assumptions that a group learnt through solving 

problems related to external adaptation and internal integration.  The pattern of assumptions is 

then considered valid and taught to new members as the correct way to perceive, think, and feel 

in relation to those problems.  

 

Furthermore, culture can be perceived as being the “personality” of a business because it 

influences the way in which employees behave. For example, businesses differ in playfulness 

(serious or serendipitous), innovation (creative or predictable), how important decisions are 

made (top-down or bottom-up), willingness to change (flexible or unyielding) and how members 

relate to each other (formally or informally). These are all dimensions that influences the 

“personality” (culture) of the business (Jones & George, 2013:62). Rosenthal and Masarech 

(2003:3) view the magnitude of culture as a business tool for driving employee performance, 

identifying and addressing internal signs of potential labour-related problems, attracting and 

retaining talented employees, enhancing employee initiative, risk-taking and trust – all qualities 

that are either stifled or nurtured by a business’s culture. 

 

It is important that managers realise, especially in the current century, that traditional assets and 

strategies can easily be copied and no longer guarantee a business’s competitive advantage. 

However, a business’s organisational culture (par. 2.5) is much more difficult to reproduce and 

can create a true competitive advantage (Maly & Aiken, 2008). In light of the above statements 

it is clear that the culture within a business, also referred to as the organisational culture, 

includes fundamental and important issues that affect the well-being and effectiveness of a 

business and its employees.  

 

2.5 ORGANISATIONAL CULTURE 
 

Organisational culture comprises of the commonly accepted set of values, norms, beliefs, 

expectations and work routines that influence how employees work together and relate to one 

another in order to achieve business goals. In addition, organisational culture reflects the unique 

ways in which employees relate to other people inside and outside the business and perform 

their work. When employees share a passionate commitment to the business’s cultural beliefs, 

values and routines and use them to achieve their goals, a strong organisational culture exists. 

In contrast, businesses that lack these essential components have weak organisational cultures 

(Jones & George, 2013:61).  Furthermore, organisational culture can be described as the 

learned assumptions on which employees base their daily behaviour in the workplace (Reid & 

Hubbel, 2005:1).  
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Jones and George (2013:268) emphasise that managers should not perceive organisational 

culture as an externally obligatory system of constraints such as rules, procedures and direct 

supervision. Instead, employees should accept and internalise the business norms and values 

and then allow these to guide their actions and decisions. A strong organisational culture 

provides an important basis of control in a business as it enables employees to focus on 

thinking about what is best for the business in the long run, and to orientate all their actions and 

decisions towards improved business performance. However, relatively few businesses really 

know how an organisational culture is established (par. 2.5.1) and how to change the 

organisational culture (par. 2.5.2) if it is not conducive to the business’s performance. Moreover, 

businesses are uncertain about the influence of organisational culture on a business (par. 

2.5.3). 

 

2.5.1 Establishing an organisational culture 
 

People learn culture through two interactive mechanisms which comprise anxiety and pain 

reduction and positive reward and reinforcement. When employees learn organisational culture 

through trauma caused by anxiety and pain, it is hard to undo as it hinders employees’ 

willingness to test changes in the business environment (Schein, 1985:24-25). Positive 

reinforcement is a mechanism by which employees give up what does not work and repeat what 

works. In contrast to a trauma-based organisational culture, positive reinforcement produces 

responses that constantly test the environment which leads to employees who are less resistant 

to organisational change. With this in mind, it must be pointed out that organisational culture 

develops over time and evolves through shared history and cannot simply be established by 

managerial decisions and executive action (Schein, 1985:26). However, managers play a 

significant role in shaping and developing organisational culture. Since this study focusses on 

the role of managers in enhancing performance, the importance of certain managerial 

competencies in this regard will be discussed in detail in Chapter 3. 

 

2.5.2 Changing an organisational culture 
 

Many businesses resist change to their organisational culture (Smith, 2011:183). Changing or 

improving organisational culture is one of the most difficult management activities managers can 

be faced with and it requires among others a mixture of problem-solving rigidity, deep insight 

into human behaviour, and pragmatic business sense (Maly & Aiken, 2008). It is however 

possible to change organisational culture, as it is evident in international and national 

companies such as Qantas, Dell and Intell.  These companies underwent radical organisational 

culture change to ensure their survival. They have re-shaped and continue to enhance their 

organisational cultures to meet new demands of speed, scale and standards (Winter, 

17 



Chapter 2    Performance culture 

2003:364). On the other hand, a business such as LinkExchange failed to implement strategies 

for organisational cultural change and did not even realise their organisational culture as being 

the root of their downfall (Williams, 2012:56).  

 

One of the challenges in adapting or changing an organisational culture is that it should have 

unique qualities which cannot be imitated by competitors and must be extensively shared and 

communicated throughout the business (Rose et al., 2008:47). However, before managers 

embark on changing an organisational culture they need to determine whether the business has 

an adaptive or inert organisational culture and study the factors leading to an adaptive or inert 

organisational culture. According to Jones and George (2013:270), many researchers and 

managers are of the opinion that employees in businesses with an adaptive organisational 

culture are motivated to achieve the business goals since a cohesive, strong, organisational 

culture that controls employee behaviours and attitudes, exists. The values and norms of 

adaptive organisational cultures help a business to build momentum and to grow and change as 

needed in order to be effective and achieve its goals. In contrast, inert organisational cultures 

lead to stagnation of the business and are characterised by values and norms that fail to 

motivate or inspire employees and often result in failure over time (Jones & George, 2013:270). 

 

Businesses with strong adaptive organisational cultures invest in their employees. These 

businesses foster long-term employment relationships and employees are frequently rewarded 

based on individual and business performance (Jones & George, 2013:271). In contrast, 

businesses with inert cultures do not value setting goals that focus on the protection, rewarding 

and empowerment of their employees. Their employment practices seldom include 

performance-based rewards and are based on minimal investment in employees who perform 

simple, routine tasks and on short-term employment according to the needs of the business. 

Common traits of businesses with an inert organisational culture are poor working relationships 

between the business and its employees, non-cooperation, laziness, and work norms that 

restrict employee output (Jones & George, 2013:271). 

 

The level of change also influences organisational culture change. When the organisational 

culture change involves changing surface-level behavioural norms, it can take place with 

relative ease provided a homogeneous business environment exists where desired norms are 

essentially the same throughout the business. However, the organisational culture-change 

process is more difficult and time consuming the deeper the level at which change is required, 

and the more subcultures exist within the organisational culture of the business. Furthermore, 

the strength of the organisational culture change is ingrained in the behaviour and decision-

making processes in the business and the length of the change in organisational culture relates 

to the complexity of the process of organisational culture change (Jones & George, 2013:274).  
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Organisational culture change can be brought about through top-down or bottom-up 

approaches. The top-down approach to changing behavioural norms is implemented quickly.  

Top managers identify the need for change, decide what to do, and then move quickly to 

implement the changes throughout the business.  Top-down organisational culture change is 

revolutionary in nature and managers deal with problems as they arise.  However, top-down 

organisational culture changes are difficult to sustain, even though such changes may seem 

easy to bring about (Jones & George, 2013:274).   Bottom-up organisational culture change is 

naturally more evolutionary or gradual. Top managers consult with middle-level and first-line 

managers about the need for change. Managers at all levels then take time and work together 

to develop a detailed plan for change. A major benefit of bottom-up organisational culture 

change is that it can reduce employees’ resistance, because the emphasis is on keeping people 

informed and involved in all aspects of the change (Jones & George, 2013:275). Kilmann et al. 

(1985:13) agree that participative approaches to changing organisational cultures are difficult 

and time consuming.  Managers should therefore strive to incorporate a bottom-up approach 

when changing or improving organisational culture in totality. However, a top-down approach 

would be feasible in the early stages of organisational culture change to encourage the 

employees to behave in new ways. After the new organisational culture has achieved a few 

successes, time can be dedicated to changing the more fundamental, deeper aspects of 

organisational culture through participative approaches (Kilmann et al., 1985:14). 

 

2.5.3 Influence of organisational culture on a business 
 

Organisational culture has a large influence on the way in which a business conducts its 

operations. Therefore, organisational culture must be based on and developed from the 

business’s own strategy (Quappe et al., 2007:17). If the organisational culture is to be a 

competitive differentiator, it needs to be unique (Rice, 2007:15). In their efforts to create a 

culture of performance, managers should understand and use the strengths of the existing 

organisational culture instead of seeking mysterious and possibly non-existent ideals (Schein, 

1985:42). Rice (2007:15) further warns against the replication of another business’s values and 

performance culture initiatives and stresses that the business’s values and mission of the 

organisational culture need to be its own.  

 

Kilmann et al. (1985:3-4) accentuate that the organisational culture effects organisational 

behaviour and performance in multiple ways. Three interconnected aspects of organisational 

culture that are influential namely direction, pervasiveness and strength, can be distinguished in 

Figure 2.2. 
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Figure 2.2:  The influence of direction, pervasiveness and strength on organisational 
culture 

 
Source: Kilmann et al. (1985:3-4). 

 

As depicted in Figure 2.2, an organisational culture that puts considerable pressure on each 

employee to behave in certain ways (strong influence) must be managed properly. If the 

organisational culture channels behaviour against the formal goals and objectives of the 

business (wrong direction), it could result in business failure.  On the other hand, an 

organisational culture that captures the employees’ energy and imagination and moves actively 

towards goal achievement will assist in business success (Kilmann et al., 1985:4). 

 

In light of the above statements it is evident that organisational culture should not be ignored as 

it influences the business in several ways. Rosenthal and Masarech (2003:4-5) believe that 

there are several reasons why organisational culture driven by values contributes to business 

performance:  

 

• It attracts and retains employees who have the necessary skills to achieve ambitious 

business goals and who are motivated by the business’s core beliefs.  

• It is the inspiration and guide of employees’ contributions and decisions in a flatter, fast-

paced, decentralised workplace. 

• It serves as fixed points of reference and stability during crises or periods of great change.  

• It can create a more personal connection between the business and employees. 
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• It aligns employees with diverse interests around shared goals to encourage teamwork and 

create a sense of community.  

• It reflects the business’s vision and mission and leads to the development of an emotional 

bond between the business and its customers. 

In the last three decades research studies have provided concrete evidence that businesses 

which deliberately managed their organisational cultures, outperformed similar businesses that 

did not (Kotter & Heskett, 1992:11; Rosenthal & Masarech, 2003:5).  Martins and Terblanche 

(2003:6) highlight that organisational culture lies at the heart of innovation. Organisational 

culture affects the extent to which creative solutions are encouraged, supported and 

implemented. An organisational culture supportive of creativity encourages innovative ways of 

finding solutions to business problems (Martins & Terblanche, 2003:68). 

 

Quappe et al. (2007:17) are of the opinion that when managers manage organisational culture 

with a focus on the enhancement of the business’s ability to meet or exceed its objectives, it can 

lead to a performance culture and improved business results. As has been noted, several 

aspects need to be considered when managers want to establish or change organisational 

culture and the subsequent influence of organisational culture on a business cannot be ignored. 

In their efforts to change organisational culture, managers should strive to create a culture of 

performance in the business.  Maly and Aiken (2008) propound that creating a performance 

culture which distinguishes a business from competitors in terms of the way managers and 

employees relate to their work and choose to behave, is among the most powerful levers for 

superior business performance.  

 

2.6 PERFORMANCE CULTURE 
 

South African markets have been characterised by a range of comprehensive changes since 

1994. Perhaps the most challenging change was the access of the local market to global 

competition. Leadership in businesses had to change in their way of thinking and align to a 

global mindset. For the last decade, many local businesses have directed their efforts towards 

growing their managers’ competencies and skills and to develop a performance culture (Van 

Heerden & Roodt, 2007:18). Enhanced managerial competencies and skills such as 

communication, planning and administration, teamwork and emotional intelligence supported by 

a performance culture, allow businesses to compare their actual performance with other 

businesses in the industry (locally and internationally) and serve as added motivation to 

continue searching for ways to further enhance their performance (Van Heerden & Roodt, 

2007:18). According to Rogers and Meehan (2007:254), nearly 70 per cent of managers agree 

that a performance culture provides the greatest source of competitive advantage. Moreover, 

more than 80 per cent of managers believe that a business is doomed for mediocrity if lacking a 
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performance culture. Quappe et al. (2007:15) agree that the uniqueness of a well established 

performance culture creates a competitive advantage for businesses in the industry in which 

they operate.  

 

Risher (2007:26) refers to performance culture as a shared recognition by the entire workforce 

that good performance is a business priority. A business with a performance culture shares 

common elements across the entire business and has a widely shared understanding of the 

business’s vision and mission. There is therefore no need to debate certain work-related 

performance issues as every employee knows the correct and acceptable standards for 

executing tasks (Kaliprasad, 2006:28). Furthermore, employees of businesses which value and 

strive to create a performance culture are committed, motivated, creative and always willing to 

make an effort in achieving business goals (Shirley, 2007:48). Rosenthal and Masarech 

(2003:4) further elude that a performance culture has a clear, compelling corporate purpose that 

informs business decisions, generates customer loyalty, ignites employee passion and inspires 

discretionary effort. It has shared business values that guide employee behaviour, influence 

business practices and establish an environment where employees are encouraged to take 

ownership of the business’s performance. In businesses that focus on a performance culture to 

create a competitive advantage in the industry in which they operate, employees are motivated 

to continually work towards improving the business performance (Robson, 2005:138). 

 

From the discussion thus far it can be summarised that a performance culture comprises the 

shared beliefs, values, attitudes and goals of employees and managers (at all managerial 

levels) that result in the superior execution of agreed actions and the shared recognition that 

good performance is a business priority. 

 

According to Rice (2007:2), the creation of a performance culture entails a shared focus by 

managers and employees on the business’s mission, values and accountability.  In this regard, 

he points out that a mission needs to generate customer loyalty, inspire and ignite employee 

passion, inform business decisions, and motivate discretionary effort. A mission needs to be 

aspirational and clear enough to engage employees.  In addition, he argues that the core 

organisational values of the business influence practices and guide employee behaviour as the 

business delivers on its promises to employees, customers and other internal and external 

stakeholders.  Rice (2007:2) further states the necessity to create a business environment that 

encourages employee ownership in terms of financial results and the cultural foundation of the 

business. Every employee is affected by the business’s culture and it is therefore vital that all 

employees understand the core drivers of the organisational culture and share responsibility for 

sustaining them.  
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Reid and Hubbel (2005:1) explain that creating a performance culture requires a systematic 

approach to managing the performance of the business, the teams as well as the individuals. In 

addition, shared assumptions, values, socialisation experiences, symbols, language, narratives, 

and practices are the cultural elements that unite employees in order to create a performance 

culture (Hellriegel et al., 2008:373-374). 

 

Although the creation and maintenance of a performance culture in a business is challenging, 

the advantages thereof outweigh the efforts applied on establishing a performance culture (par. 

2.6.1).  

 

2.6.1 Advantages of performance culture 
 

Employee engagement (par. 2.6.1.1) and commitment (par. 2.6.1.2) are two frequently used 

terms in discussions of business performance and organisational culture coupled with employee 

performance that directly influences the business’s performance culture (Rice, 2007:2-3; Risher, 

2007:29). A performance culture is based on discipline (par. 2.6.1.3) and therefore requires a 

systematic approach to managing the performance of the business, teams and individuals such 

as performance management (par. 2.6.1.4) (Reid & Hubbel, 2005:1).  

 

2.6.1.1 Engaged employees 
 

Business managers who are serious about engaging their employees, invest time to shape their 

organisational culture to deliver wide-reaching and long-lasting value. According to Rice 

(2007:2-3), a performance culture positively influences employee engagement in the following 

ways:  

 

• It provides meaning and emotional connection to employees looking for employment, which 

offers more than just monetary rewards. 

• It guides and inspires employee decisions in such a way that they perform their duties as 

expected without constant managerial supervision. 

• It encourages trust, innovation and risk taking that are quality attributes of an environment 

that motivates employees to use their discretionary effort and talents.  

• It encourages employees who don’t fit (agree with/associate) with the values and culture of 

the business to leave the business or prevent the business from hiring such individuals in the 

first place. This is vital for sustained employee engagement, as annoyed, out-of-place 

employees drag other employees down. 
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• It attracts and retains star performers who have the required skills to achieve ambitious 

business goals and who give hundred per cent because they are invigorated by the 

business’s core beliefs. 

• It provides stability and fixed points of reference during periods of crises or huge change. 

When marketplace pressures mount or business strategies are constantly shifting, a 

performance culture keeps employees aligned and motivated and also helps to ensure that 

managers behave in a way that employees can be proud of.  

• It aligns employees with diverse interest around shared business or team goals. A 

performance culture creates a common bond among individuals with different experiences 

and skills, builds a sense of community, and encourages teamwork.  

 

2.6.1.2 Employee commitment 
 

Increased employee commitment is one of the most compelling benefits of a performance 

culture. Commitment remains the key competitive advantage in a business environment that is 

widespread with cynicism and echoes of “what’s in it for me?” (Rosenthal & Masarech, 2003:3).  

According to Finnie and Early (2002:25), commitment at individual level means dedication and 

intentional engagement. Employees are proud to work for the business and they identify with its 

goals. Discretionary energy is the second measure of individual commitment and entails self-

directed functioning without constant supervision because employees believe in the goals of the 

business. 

 

2.6.1.3  Disciplined employees 
 

As mentioned, performance culture is based on discipline. Discipline ensures direct 

accountability, creates standards of excellence and promotes decisiveness among employees. 

The main reason for employee commitment and clear expectations in businesses with a 

performance culture can be attributed to such discipline (Reid & Hubbel, 2005:1). 

 

Highly disciplined businesses that demand results and have clear employee accountabilities 

create the impression that its organisational culture is overshadowed by hierarchy and rules. 

However, such demands have the opposite effect. When a business has disciplined employees, 

clearly articulated strategic intent and core values, it doesn’t need extreme hierarchy and rules.  

Moreover, businesses with a performance culture, coupled with strong leadership capability and 

disciplined action are capable of functioning effectively without excessive control systems in 

place (Reid & Hubbel, 2005:3). 
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2.6.1.4  Performance management 
 

Management styles along with organisational culture influences the manner in which 

performance measurement systems are implemented and used (Bititci et al., 2006:1326). A 

systematic approach to managing the performance of individuals, teams and the business is 

required to create a performance culture. While discipline and leadership are some of the 

defining essentials of that approach, they are not the only elements (Reid & Hubbel, 2005:1).  

 
The performance of individuals, teams and the overall business lies at the heart of business 

success. Any attempt to create a performance culture in a business is driven by the ability to 

bring about desired behaviour change among the workforce. Most employees want an 

opportunity to contribute, learn and demonstrate their competence and they will deliver and 

surprise when given the chance to focus on what they are best at. Furthermore, they want to 

work in businesses known for service excellence and respect, be engaged in change, listened 

to, and have a social life. Having said that, employees’ degree of need or preference varies. It is 

therefore of equal importance that managers realise that the way in which they respond to 

employee needs and preferences influences the manner in which performance management is 

conducted and ultimately affects the business’s performance culture (Reid & Hubbel, 2005:4). 

Rosenthal and Masarech (2003:14) suggest that in an attempt to create a performance culture 

in a business, managers must incorporate its core values into the applied performance 

management systems (par. 2.6.3.4).  

 

Apart from the aforementioned advantages, various approaches to best practices in the creation 

of performance culture in businesses exist (par. 2.6.2). 

 

2.6.2 Approaches to the creation of a performance culture 
 

Managers of businesses that strive to create a performance culture often struggle with 

questions about the imitation of the performance culture practices of other businesses which 

can result in the enhancement of their own managerial practices (Cocks, 2012:16). Hence the 

importance of investigating approaches that managers can apply in the creation of a 

performance culture in their businesses. 

 

For the purpose of this study, the approaches of Rosenthal and Masarech (2003), Quappe et al. 

(2007), Rice (2007) and Smith (2011) with regard to the creation a performance culture, will be 

discussed.  
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Rosenthal and Masarech (2003:3) point out that performance culture is a valuable business tool 

for driving performance in the twenty-first century. They explain that building and sustaining a 

performance culture is a continuous cycle of six processes which include the clarification of the 

business’s mission and values, continuous communication, value modelling, alignment of 

business practices, employee engagement and monitoring results (Rosenthal & Masarech, 

2003:8-17).  
 

Quappe et al. (2007:13) propound that culture tends to be enigmatic in the study of businesses. 

However, they point out that managers should not ignore organisational culture since its 

implications for business performance are substantial. Quappe et al. (2007:17-20) further advise 

that managers must think before they embark on organisational cultural change, gather strength 

and reinforcement from organisational symbols and gestures (i.e. handshake when greeting 

customers/after a successful sale) and employee behaviour (i.e. treating the customer as if 

he/she is always right), build support through organisational systems (i.e. performance 

management systems) and measure outcomes repeatedly in order to enhance performance 

culture in businesses.  

 

Rice (2007:1) highlights the fact that organisational culture is potentially the most powerful 

engagement instrument at a business’s disposal. Organisational culture influences all 

employees and provides a basis for high engagement among employees if it is managed 

correctly. Corresponding to Rosenthal and Masarech’s (2003:3) processes of building and 

sustaining a performance culture, Rice (2007:1) developed six strategies to sustain a 

performance culture.  These strategies include the clarification of the business’s mission and 

values, assessing the organisational culture, frequent communication, modelling of values, 

inspiring employees, and aligning employee and business practices (Rice, 2007:4). 

 

According to Smith (2011:8), a business must determine the aspects that will motivate 

employees to outperform the competition. He argues that a business’s vision, mission and value 

statements do not necessarily assist a business to perform and identifies seven principles for 

building a performance culture (Smith, 2011:69).  These principles include hiring for attitude 

(culture fit) and training for skill, honest and frequent communication, listening to employees, 

style of management and leadership, removing underperformers, giving recognition, and 

creating fun and a sense of community (Smith, 2011:42). 
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Given the aforementioned approaches, the following best practices for the creation of a 

performance culture in businesses can be derived: 

 

• Assess the origin of the business culture (clarify mission and values) (par. 2.6.3.1). 

• Create honest and frequent communication between management and employees (par. 

2.6.3.2). 

• Model business values (par. 2.6.3.3). 

• Align employee and business practices with core culture drivers (par. 2.6.3.4). 

• Choose leadership and management styles that lead employees in the desired direction (par. 

2.6.3.5). 

• Listen to employees and encourage feedback (par. 2.6.3.6). 

• Measure performance outcomes repeatedly and remove underperformers (par. 2.6.3.7). 

• Recognise employee performance (par. 2.6.3.8). 

• Create an enjoyable work environment and a sense of community (par. 2.6.3.9). 

 

2.6.3 Best practices for building and sustaining a performance culture 
 

Since every business’s organisational culture is unique, it is vital that organisational culture 

creation is an incessant effort.  Any approach to building and sustaining a performance culture 

must therefore underpin the understanding that shaping organisational culture is a continuous 

cycle. Managers of businesses with a performance culture regularly return to their performance 

culture practices and continuously monitor results in order to sustain their success (Rice, 

2007:4; Rosenthal & Masarech, 2003:8).  

 

2.6.3.1 Assess the origin of the business culture 
 

The origin of a business’s culture is depicted in its mission and value statements.  Businesses 

must therefore clarify their mission and values in order to determine the origin (starting point) of 

their organisational culture. The amount of work that remains to be done in order to create a 

performance culture can be determined by the way in which a business’s goals are integrating 

their core values (Rosenthal & Masarech, 2003:9).  

 

Management needs to evaluate the existing business mission and values. If the business does 

have a published mission and core values, leadership needs to determine whether these beliefs 

actually guide the business behaviour and practices in the desired direction (Rice, 2007:7). If 

managers find that the existing mission and values are harmful to the business’s long-term 

interest, management needs to revise these statements (Rice, 2007:4).  
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Quappe et al. (2007:17) advise that businesses must “link” before they leap. It is important to 

question the purpose of organisational cultural change before embarking on radical culture 

change. Not only must managers determine what sort of organisational culture is most in line 

with the business’s strategy, but also the nature of current operations. 

 

2.6.3.2 Honest and frequent communication 
 

In order to create a performance culture in businesses, managers have to communicate 

honestly and often (Smith, 2011:62). Communication is crucial for businesses with a newly 

clarified mission and values, but for those trying to build and sustain a performance culture, it 

remains a vital and key success factor (Rosenthal & Masarech, 2003:12).  Managers must take 

time on a daily basis to tell employees “what’s going on/how the business is doing/what needs 

to be done” and then listen to the employees’ feedback (Smith, 2011:65). Managers must use 

all available opportunities to talk to their employees about the organisational culture, core 

mission and values (Rice, 2007:8). Relevant business information must be shared in an honest 

manner, whether it is good or bad.  As a consequence, employees will feel involved, become 

motivated and engaged. The more employees know, the more they will care and this 

involvement will establish a direct link between informed employees and high levels of 

engagement that in turn leads to high performing employees (Smith, 2011:66-67).  

 

Continuous communication is required in the creation of a performance culture (Rosenthal & 

Masarech, 2003:12). Managers create meaning by translating abstract concepts into tangible 

examples and encouraging two-way communication with employees and colleagues. When 

employees understand, see and feel the meaning implicated in the words, it is easier to align 

their behaviour and decisions with the business’s core values. Rice (2007:8) agrees that it is 
meaning that drives employee engagement and not executive communication, abstract terms or 

catchy phrases.  
 
Due to its importance in the creation and enhancement of a performance culture, the 

communication competency will be discussed in detail in paragraphs 3.3.1 and 3.3.1.1-3.3.1.6  

 

2.6.3.3 Modelling business values 
 

Employees are encouraged and inspired by managers who model business values (Rice, 

2007:9). Moreover, the envisioned performance culture needs to be modelled at all managerial 

levels (Rosenthal & Masarech, 2003:12). Rice (2007:10) further explains that besides the visible 

modelling of the business’s values, a performance culture also depends on the capability of 

managers to inspire employee commitment to the mission and values of the business, as well 
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as the shared view of accountability for maintaining the business’s performance culture.  

Managers therefore need to openly lead by example while communicating the business’s 

desired organisational culture. 

  

2.6.3.4 Align business practices 
 

The way in which business is conducted plays a fundamental role in defining its organisational 

culture (Quappe et al., 2012:19). Moreover, although it is no easy task to align business 

practices with the core culture drivers, when managers endeavour to achieve this, the business 

functions more effectively, especially with practices that influence the employee experience, 

such as new hire orientation and performance management (Rice, 2007:12). 

 

• New hire orientation 

Businesses with performance cultures focus on creating an emotional connection with their 

mission and values during orientation. Some businesses even start the induction process with 

the actual interview process itself during the screening, selection and hiring phases. Other 

businesses go a step further to guarantee smooth integration by focusing on the organisational 

culture’s dos and don’ts during induction (Rice, 2007:13). Hiring in well run businesses focus on 

attracting potential employees who will thrive in and support the organisational culture (Quappe 

et al., 2012:19). Smith (2011:42-43) states that hiring people who fit with the organisational 

culture is crucial. He is of the opinion that the employees appointed into the business are the 

biggest statement managers ever make to the business culture as well as the type of values 

and standards they pursue.  

 

• Performance management 

According to Rice (2007:14), managers often view the business’s performance management 

systems as problematic business processes. Many businesses struggle to identify which 

performance aspects actually matters, and the human resources function is frequently changing 

the forms or technology and annoying managers to conduct reviews and set goals. However, 

when businesses incorporate their core values into their performance management systems, 

several of these issues are addressed as employees are held accountable for not only results, 

but also the behaviour displayed in order to achieve the results (Rosenthal & Masarech, 

2003:14). 

 

Correspondingly, work that is rewarded gets done and therefore performance ratings and 

compensation remain the fundamental reward mechanisms. However, in many businesses 

compensation is also among the most sensitive areas to change. Consequently, the tight links 
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between performance and acceptance of new desired behaviours are often diverged. Virtually 

any other cultural imperative is overruled by disconnected or badly calibrated performance and 

rewards systems (Quappe et al., 2012:19). Hence, Smith (2011:131) emphasises that any 

business which aspires to a performance culture has to address the business performance 

management policies and procedures and incorporate their core values into their performance 

management systems. Furthermore, performance management also requires managers to deal 

with underperformers promptly. Although performance management is no easy task, it is one of 

the cornerstones of a performance culture and doing the right thing about performance 

management will produce the desired results over time (Smith, 2011:135).  

 

2.6.3.5 Style of leadership and management 
 

Rosenthal and Masarech (2003:15) assert that individual accountability and alignment of 

business practices are significant for the creation of a performance culture. However, managers 

need to lead and manage employees in such a manner that they would want to accept and 

embrace the business’s values and culture without feeling or being forced to do so. In addition, 

Smith (2011:95) explains that a climate of fear and a level of anxiety are produced by a “tell and 

do” management style.   A “tell and do” management style will not convince or encourage 

employees to accept and embrace the business’s values and organisational culture. Managers 

should lead and manage employees in such a way that they work willingly towards the 

achievement of the business’s goals as it subsequently contributes to the creation of a 

performance culture (Smith, 2011:96). In essence, leaders have to get their business in a 

position where all the managers grasp this notion and realise that in order to create a 

performance culture, managers must work with employees and lead them in the desired 

direction.  

 

Rosenthal and Masarech (2003:15) agree with Smith (2011) and add that a performance culture 

needs to be actively fostered. Employees have to enthusiastically own the organisational culture 

and business goals, but that can only realise if managers are able to inspire employees. 

Leadership is about energising people through managerial behaviour and leadership style. 

Management style is a vital factor in driving a performance culture in which employees want to 

work and contribute. Productivity will only thrive in the right culture, and leadership and 

management style contribute to the creation of that atmosphere (Smith, 2011:106). In the 

attempt to create passionate employees, leaders need to put effort into leading and managing 

their employees in a positive and inspirational manner (Rosenthal & Masarech, 2003:15). 

Consequently, leaders and managers who inspire their employees, find that employees in turn 

inspire their customers. Just as businesses expect more valued inputs from their inspired 

employees, so too, can they expect to see significant proceeds from customers willing to pay 
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more for excellence experienced in their dealings with the business. When businesses succeed 

in creating a positive organisational culture it will lead to positive monetary returns (Quappe et 

al., 2007:21). 

 

2.6.3.6 Listening 
 

Smith (2011:77) is of the opinion that managers and leaders have a tendency to listen too little 

to their subordinates. Managers who learn to listen and respond in an organised and systematic 

way, have a clear impact on employee engagement and morale that in turn leads to enhanced 

employee performance and ultimately a culture of performance in the business. Responding is 

just as important as the listening itself. When employees make unreasonable demands which 

the business cannot afford to do or that would be wrong for the business, rejecting the demands 

with a proper explanation and reason enhances the respect from employees more often than 

not (Smith, 2011:82). Employees are constantly talking to each other when they have concerns, 

but not necessarily to the managers who can make change happen because they are under the 

impression that management does not listen to them or value their opinions. Listening to 

employees and encouraging them to air their views in the right way is much healthier for the 

business’s performance culture and creates the impression among employees that 

management deals with issues openly.  

 

Due to its importance in the creation and enhancement of a performance culture, the skill of 

active listening will be discussed in detail in paragraph 3.3.1.5.  

 

2.6.3.7 Measure performance outcomes repeatedly and remove underperformers 
 

Creating and enhancing a performance culture isn’t always about positive actions. On the 

contrary, it forces managers to address issues that are not always pleasant to deal with, such as 

dismissing underperforming employees. Managers who do not measure performance outcomes 

repeatedly and remove underperformers, will allow underperformers to influence colleagues, 

and subsequently any attempts to create a performance culture, in a negative way (Smith, 

2011:127). Moreover, underperformers who are not dealt with promptly will hinder their 

manager’s and team’s performance and harm the manager’s own credibility with those he or 

she works (Smith, 2011:129). 

 

Quappe et al. (2012:20) elude that even with performance management systems that are 

properly aligned with the business, competitive and technology-related pressures can affect 

organisational culture, making it compulsory to periodically determine whether the business is 

still heading in the desired direction. Measurement is essential and it can also be difficult, but it 
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allows for course correction and reinforcement as needed. According to Smith (2011:128), 

dealing with underperformance is a task which many managers often tend to avoid. However, 

managers who want to create a performance culture in a business strive for brilliance in 

performance, do not endure average performance, and deal with underperforming employees in 

a professional and civilised manner. In order to keep the cultural balance of the business, 

managers need to perform two acts namely dismissing employees for underperformance, and 

hiring employees with positive attitudes and values that fit in with the organisational culture of 

the business. To exhibit really effective leadership and management skills, managers need to 

be seen to act effectively and consistently on both issues (Smith, 2011:129).  

 

In light of the above, shaping or developing a performance culture is a continuous process. 

Managers need to monitor results, remove underperformers, reinforce ownership of the 

organisational culture and stay in touch with the business’s performance culture initiatives (Rice, 

2007:17). 

 

2.6.3.8 Employee recognition 
 

A straightforward ‘thank you’ from a manager looms large in the minds of employees. It costs 

nothing, matters hugely to them, and is probably the most powerful recognition of all (Smith, 

2011:144). Smith’s contention is that recognition has a lot more worth than money. When giving 

recognition to employees, managers are showing them that they observe and care about what 

employees do on a daily basis (Smith, 2011:147).  

 

Recognised employees are encouraged and motivated to stretch for more and go the extra 

mile, which is characteristic of employees in businesses with a performance culture.  

Recognition also raises morale because it encourages other employees to try harder to gain 

such recognition; it taps into the soul of the individual and breeds loyalty (Smith, 2011:149). 

Consequently, once employees feel recognised for their contribution, they go to extraordinary 

lengths to give legendary service and start doing outstanding things. The power of a simple 

‘thank you’ must never be underestimated; what managers say really does make a difference to 

the performance of the receiver and ultimately affects the performance culture of the business 

(Smith, 2011:151). 

 

2.6.3.9 Creating an enjoyable work environment and a sense of community 
 

Employees often become part of a vibrant culture and work well together because they have 

been appointed for their friendly outgoing attitude (Smith, 2011:157). Creating a performance 

culture is an achievable goal, but best reached in an enjoyable way (Smith, 2011:161). 
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Moreover, when employees enjoy coming to work it enhances productivity. Therefore, it is very 

important for managers to create an environment where employees realise it is legitimate to 

have fun while performing their duties (Smith, 2011:165-166). At Microsoft in South Africa, a 

leading company in performance culture creation, all employees and managers value fun and 

creativity while working long hours under constant pressure. Even though the work is 

challenging, employees and managers alike are dedicated and committed. At Microsoft, 

customers can expect the employees to interact with their colleagues and customers in a fun 

way even without managers telling them to perform. There is shared responsibility between 

Microsoft and its employees (Hellriegel et al., 2008:373-374). The happier the employees, the 

stronger the business’s performance culture and the more profitable the business will be (Smith, 

2011:173). 

 

2.6.4 Pitfalls to avoid when creating a performance culture 
 

All aspects considered, performance culture is a real possibility and a business’s culture can be 

linked to actual profit performance (see par. 2.5.3). However, when considering all the forgoing 

best practices for creating a performance culture at once, it might seem overwhelming. When 

managers embark on creating a performance culture in a business, they need to avoid certain 

frequent errors. 

 

Rice (2007:15) and Rosenthal and Masarech (2003:17) suggest that businesses should be 

vigilant for the following common errors in their attempts to develop a performance culture: 

 

• Copying another business’s values: Benchmarking is not viable.  A mission and the 

organisational values are the essence of the business’s culture and need to be its own. If the 

organisational culture is to be a competitive differentiator, it needs to be unique. 

• CEO on the timeline: Beware of new leaders who make promises of quick organisational 

culture change. A performance culture is not a business trend.  It is a core business driver 

that must be owned by business leaders and managers at all levels. 

• Lack of communication: Managers at every managerial level of the business have the 

opportunity to frequently state and re-state its strategy, values and what it stands for, but do 

not communicate often enough.  

• Assuming that employees are able to translate abstract values into relevant job behaviours 

without assistance: Determine how employees can apply words such as innovation, risk-

taking and integrity to their work on a daily basis. Two-way dialogue between employees and 

managers will enable employees to understand how they can live the business’s values and 

why their jobs matter. 
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• Failures by top management: Failures of senior leaders to model the business values do not 

go undetected. Employees notice it and perceive top managers to have double standards. 

• Lack of support in middle-level management ranks: Culture is too vague and comprehensive 

for top managers to effectively maintain without middle-level managers’ assistance. Provide 

middle management with the necessary support, tools and accountability in order for them to 

be successful and contribute towards the creation of the business’s performance culture. 

• Misaligned business practices: If the systems and policies businesses use in their daily 

operations are in conflict with the core drivers of organisational culture and managers don’t 

align business practices with values, all the elegant messages and well intentioned 

managerial behaviours will be worthless. 

• Neglecting long-term business performance: It is possible to focus so much on creating a 

performance culture that managers neglect their market. Managers who are able to translate 

the business strategy into their employees’ daily work priorities, will have a workforce that is 

enthusiastic about their work and who focus their talents to make a difference to the 

business’s profit and contribute to the creation a performance culture.  

• Thinking that the performance culture initiative has an “end date”: As the business grows, 

new recruits must be introduced to organisational culture and employees need to be 

assessed for cultural fit and reminded of the mission and core values with vibrant examples. 

It is a continued cycle.  

 
2.7 SUMMARY  
 
In this chapter, developmental and contemporary views on performance culture as well as the 

definition of culture were investigated in order to attempt to define culture in a business context. 

It was concluded that relatively few businesses really know how an organisational culture is 

established, how to change the organisational culture if it is not conducive to the business’s 

performance and what the influence of organisational culture is on the business. Furthermore, 

the advantages of a performance culture in terms of employee engagement, employee 

commitment, employee discipline and performance management were highlighted. It can be 

concluded that creating a performance culture in businesses is a real possibility and after 

comparing several approaches, the researcher derived and suggested certain best practices 

that managers can use for this purpose. It was pointed out that managers need to be 

knowledgeable about certain pitfalls and avoid them when creating a performance culture. All 

aspects considered, it is clear that a wide range of managerial competencies are needed to 

create a performance culture in businesses, which will be discussed in Chapter 3 

. 
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CHAPTER 3 
MANAGERIAL COMPETENCIES IMPORTANT FOR 

ENHANCING PERFORMANCE 

 
3.1 INTRODUCTION 
 

The performance culture in a business depends largely on the effectiveness of managers to 

establish an attitude of performance among employees.  A well established performance culture 

is essential to any business’s overall success, regardless of whether the business is a global 

giant or a small start-up enterprise (Hellriegel et al., 2008:22). Although it is the responsibility of 

managers at all the levels in a business to create a culture for performance, it is the middle 

managers who have the fundamental role of executing the strategies for enhancing the 

performance culture in a business (Daft & Marcic, 2013:76).  Human-orientated middle-level 

managers play a fundamental role in culture development as they embed and convey culture in 

the thinking, feeling and behaviour of employees to ultimately enhance the performance culture 

in the business (Denhartog & Verburg, 2004:59).  

 

The discussion in this chapter commences with an in-depth focus on managing a performance 

culture (par. 3.2).  In this paragraph the relation between culture and business performance are 

outlined.  Following this discussion, an analysis of the different managerial competencies which 

lead to an enhanced performance culture in a business is outlined (par. 3.3). These 

competencies include communication (par. 3.3.1), planning and administration (par. 3.3.2), 

teamwork (par. 3.3.3) and emotional intelligence (par. 3.3.4). Subsequently, the relevant skills 

involved with each managerial competency are addressed (see Figure 3.3 for summary). Figure 

3.1 provides an abbreviated synopsis of Chapter 3 pertaining to the main sections that are to be 

discussed. 

 

3.2 MANAGING A PERFORMANCE CULTURE 
 

Businesses that succeed in a turbulent business environment pay attention to cultural values 

and business performance (Daft & Marcic, 2013:75). Cultural values can invigorate and 

motivate employees by appealing to higher ideas and unifying people around mutual goals 

(Chatman & Cha, 2003:21). Moreover, values boost performance by guiding and shaping 

employee behaviour, so that all employees' actions are in line with strategic priorities (Daft & 

Marcic, 2013:75). The degree to which managers pay attention to business performance and 

organisational culture as drivers, greatly influences the business’s long-term feasibility and 

success (Rosenthal & Masarech, 2003:7).  
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Figure 3.1:  Chapter 3 abbreviated synopsis 

 
 

As discussed in Chapter 2 (par. 2.5.3.) it is evident that there is a positive relationship between 

organisational culture and performance. Businesses with performance cultures emphasise both 

values and solid business performance as the driver of business success (Daft & Marcic, 

2014:565). Figure 3.2 shows the relationship between culture and business performance. 

 

In Figure 3.2 it is depicted that there are four instances in which the performance of the 

business as a whole is influenced by the performance culture among employees (based on the 

managers’ focus on business values). In Quadrant A, managers pay little attention to values 

and business results and are therefore unlikely to survive in the long run. In a turbulent 

environment characterised by rapid technology change and globalisation, businesses without 

cultural values are likely to have unmotivated employees, a factor that has a direct negative 

impact on business performance.  

 

Managers of businesses in Quadrant B are highly focused on creating a strong cohesive 

culture, but they do not tie business values directly to goals and required results. Cultural values 

that aren’t connected to business performance are not likely to benefit the business during 

tough times. Quadrant C represents businesses with managers who mainly focus on bottom-line 

results and pay little attention to business values. This approach may be lucrative in the short 

run, but due to missing shared cultural values that hold the business together, the success is 
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difficult to sustain over the long term. Finally, managers of businesses in Quadrant D place high 

emphasis on both culture (business values) and business performance as drivers of business 

success, and as a result they have a motivated workforce and solid business performance (Daft 

& Marcic, 2013:76; Rosenthal & Masarech, 2003:7). 

 

Figure 3.2:  Combining culture and business performance 

 
Source: Daft and Marcic (2013:76). 

 

Although the managers on the different levels of businesses have different responsibilities in 

establishing a performance culture, all managers should strive towards establishing a Quadrant 

D business.  Top management takes a more strategic position with regard to the development 

of the business’s performance culture and takes responsibility for the overall direction. First-line 

managers are predominantly responsible for overseeing the execution of operations in the 

business and execute the directional plans developed by middle managers in the establishment 

of a performance culture.  Middle managers fulfil a critical role in the enhancement of a 

business's performance culture, since they interpret the strategic direction of the top managers 

into plans and initiatives to be implemented and executed by the first-line managers.  In this 

study, the focus is on the manner in which middle managers enhance a business’s performance 

culture. 
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3.3 MANAGERIAL COMPETENCIES 
 

The concept competency is commonly used to refer to a set of actions that a person is capable 

of carrying out in order to perform well in a specific occupation (Edgar, 2009:2). This reference 

to the concept competency is only one of many definitions available in literature.  The definitions 

of the concept competency are generally based in two different viewpoints. In the first viewpoint 

competencies are portrayed as the power and scope of the authority of a certain person or 

management team. The second viewpoint portrays competencies as a set of specific skills 

which include knowledge, abilities, traits, motives, attitudes or values that are repeated over a 

certain time (Königová et al., 2012:131-132; OECD, 2010:4).  

 

Since this study focuses on managerial competencies required for enhancing performance 

culture, the focus is on a specific set of skills that is repeated over time. Hellriegel et al. 

(2008:23) identify specific managerial competencies which they value as inseparable for the 

enhancement of a business's performance culture, namely communication, planning and 

administration, teamwork, strategic action, global awareness, emotional intelligence and self-

management. Although there is no single list of competencies that defines an effective and 

efficient manager, some managerial competencies are more conducive and prone to 

managerial effectiveness in establishing and enhancing a business's performance culture 

(Cunningham & de Kock, 2012:110).  These managerial competencies which include 

communication, planning and administration, teamwork and emotional intelligence, will form the 

focus of this study. Managerial competencies essential for establishing and enhancing a 

performance culture are depicted in Figure 3.3. 

 

3.3.1  Communication 
 

Williams (2014:445) defines communication as the process of transmitting information from one 

person or place to another (see Fig. 3.4). This definition in itself is rather straightforward; 

however, one of the major challenges and responsibilities for managers who strive to create a 

performance culture is the effective execution of the communication process within the business 

and with external stakeholders. Ineffective communication is characterised by the 

misperceptions regarding the message or the lack of managers to convey information to the 

employees in the business.  Ineffective communication often leads to poor employee morale, 

lack of innovation, decreased performance, and a failure to respond to new threats or 

opportunities in the environment (Daft, 2008:657). On the other hand, effective communication 

is the transfer and exchange of information which result in motivated employees who are 

encouraged to achieve outputs (Hellriegel et al., 2008:24). 
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Figure 3.3:  Managerial competencies essential for establishing and enhancing a 
performance culture 

 
Source: Researcher’s own construct. 

 

To enhance the performance culture of the business and promote effective communication, it is 

suggested that managers are knowledgeable about the communication process (par. 3.3.1.1, 

Figure 3.4) as well as the appropriate communication media to convey messages (par. 3.3.1.2), 

communication frequency (par. 3.3.1.3), feedback (par. 3.3.1.4), active listening (par. 3.3.1.5) 

and negotiating (par. 3.3.1.6).  

 
3.3.1.1 The communication process 
 

Effective communication depends on the successful execution of the communication process 

that contains the following major components: the sender (encodes), message, communication 

channel/medium, noise, receiver (decodes) and feedback. Figure 3.4 depicts the 

communication process. The communication process starts with a sender (manager or 

employees) who conveys a coded message to another person.  A coded message refers to a 

message which contains a particular intention for understanding.  The message is then encoded 
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by the sender which means the sender converts the message into a verbal (written or spoken) 

or symbolic form that the receiver(s) can recognise and understand.   

 

Messages are not in all instances interpreted by the receiver as was intended by the sender.  

Misinterpretation of messages is due to communication noise which includes barriers between 

the sender and receiver such as different experiences or perceptual filters which lead them to 

misinterpret the message (Williams, 2014:452).  Effective communication needs to include 

feedback where the parties involved in the communication process respond to each other in the 

form of return messages (Daft & Marcic, 2014:196). Apart from the invariable components of the 

communication process discussed previously, active listening also plays a significant role in 

effective communication. 

 

The effectiveness of communication depends to a large extent on the medium which is used 

during the communication process (Daft & Marcic, 2014:195).  Communication media refer to 

the specific format in which the message is sent and received.  Although the list of 

communication media is exhaustive, some of the media mostly used in businesses include face-

to-face communication such as group meetings, telephone calls, video conferencing, 

negotiating, letters, memos, the Internet and e-mails (Williams, 2014:452). 

 

Figure 3.4: Communication process 

 
Source: Williams (2014: 446). 
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3.3.1.2 Communication medium 
 

The medium chosen to convey the message is just as significant as the content of the message 

itself (De Janasz et al., 2012:144). The medium (or media, if more than one medium is needed) 

a manager chooses to convey a message can enhance or reduce the effectiveness of the 

message being sent. Managers need to assess the message they want to send, their intended 

audience, and the anticipated response from the audience which will then determine the most 

effective medium of communication (De Janasz et al., 2012:144). The choice of a 

communication medium can also send subtle messages to the receiver, for instance if 

managers choose to communicate face-to-face with employees, it signals to employees that 

managers care about them as individuals (Daft, 2008:663). Mastering communication skills 

requires that managers understand interpersonal communication that generally takes on two 

forms namely oral and written media (Griffen & Van Fleet, 2014:244). 

 

Oral communication or spoken communication tends to be the most preferred form of 

communication for managers. When managers need to engage in discussion and or come to a 

consensus regarding goal setting, performance appraisals or disciplinary hearings, it is 

recommended to use oral communication (De Janasz et al., 2012:144). The major benefit of 

face-to-face oral communication is that it provides automatic two-way exchange, prompt 

feedback and interchange in the form of verbal questions or agreement, facial expressions and 

gestures (body language) between the sender(s) and receiver(s) (Griffen, 2014:350). The oral 

communication medium is regarded more effective than other communication media, since it 

enables managers to avoid various communication pitfalls (De Janasz et al., 2012:144). 

 

Written communications are used to inform employees of relevant events and activities and to 

keep them up to date on the status of ongoing projects (Hellriegel et al., 2008:25). Writing is an 

important skill that managers need to master, since they are expected to write reports, memos, 

contracts, letters, e-mails and do presentations as part of their managerial activities on a daily 

basis. Written communication is effective when managers make announcements to a large 

number of employees or stakeholders in different locations where two-way dialogue is not 

required or practical (De Janasz et al., 2012:145).  Written communication also provides a 

formal document and written evidence is more binding than the oral recall of events. However, 

written communication is prone to misinterpretation and inaccuracy, and should not be used 

when the subject is contentious or when further input from others is needed. Managers 

therefore need to carefully evaluate the messages they send or receive, determining 

misinterpreted connotations and hidden agendas and seek verbal or written clarification to 

accurately encode or decode messages (De Janasz et al., 2012:145).  
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Electronic communication is very effective when managers want to send brief messages quickly 

to one or more employees or external stakeholders (De Janasz et al., 2012:145). Within the 

current technological era, businesses make more use of electronic communication via e-mail, 

instant messaging, texting, faxing, teleconferencing, cell phones, voice-mail and the Internet. 

While some of these media are extremely fast, accurate, and efficient, they require judgement 

and discretion to be used correctly. When electronic communication is being used it should 

carry the same amount of professionalism as conventional communication media as well as 

proper spelling, punctuation, capitalisation, and grammar (De Janasz et al., 2012:145). 

 

3.3.1.3 Frequency 
 

To enhance a business's performance culture, managers need to communicate daily, actively 

and continuously through word and action to build relationships, motivate employees and 

achieve the goals of the business (Daft & Marcic, 2014:197). De Janasz et al. (2012:153) 

explain that improved human relations and ultimately better business performance can be 

developed through frequent, effective communication. Reid and Hubbel (2005:3) suggest that 

managers should engage their employees and communicate rigorously and often. Managerial 

behaviour is directly affected by what, how, and how often they communicate (De Janasz et al., 

2012:153). Managers in businesses with a performance culture communicate continuously in a 

clear and specific manner and have quick and efficient meetings (i.e. personal informal/formal 

meetings or electronic video/telephonic conference calls with employees/external stakeholders) 

at least once a week (Besner, 2010).  

 

3.3.1.4 Feedback 
 

Due to heightened competition and shifting requirements to be successful in business, the 

giving, receiving, and incorporating of feedback into business actions and employee 

communication are important for establishing and enhancing a business's performance culture 

(De Janasz et al., 2012:384). Feedback enables managers to determine whether the employees 

and stakeholders interpreted the message as it was intended, and communication is seen as 

ineffective if the communication process lacks the opportunity for feedback (Daft & Marcic, 

2014:196). Without feedback, managers become out of touch with employees’ true feelings, 

perceptions and interest and are unable to adequately respond to problems or opportunities in 

the business environment (Tourish, 2005:485).   

 

Effective feedback in the communication process also entails the establishment of feedback 

mechanisms such as blogs or complaints/suggestion boxes where employees have the 

opportunity to share progress towards goals, communicate problems, make suggestions and 
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inform management about their experiences of the work environment. To enhance the 

performance culture of a business, managers should establish feedback systems which are 

constructive, truthful and fair so that employees can grow personally and professionally (De 

Janasz et al., 2012:384). 

  

3.3.1.5 Active listening 
 

The single most important skill for improving communication effectiveness is being an attentive 

and active listener (Griffen, 2014:362). Daft and Marcic (2014:200) emphasise that managers 

have to develop the skill to listen actively, since it enhances and impacts a manager’s influence, 

success and credibility. When managers listen actively, they listen attentively and take the 

responsibility for successful communication by giving the speaker non-judgmental feedback to 

clarify that the message was accurately heard. Managers who are active listeners avoid being 

critical and do not evaluate the message until it is complete.  They also know that their only 

responsibility during the transmission of the message is to receive the message correctly and 

derive the intended meaning from it, thereby reducing miscommunication (Williams, 2014:453).  

Active listening promotes team performance, employee responsiveness, co-operation, and it 

provides a platform for identifying employees’ expectations and motivation needs (Daft & 

Marcic, 2014:200; Sitler, 2011:58). 

 

3.3.1.6 Negotiation 
 

Successful negotiation in business entails the process in which two or more parties (employees, 

stakeholders or groups such as labour unions) reach an agreement on an issue even though 

they have different preferences regarding the issue (Griffen, 2014:393). Negotiations take place 

in two contexts, namely micro and macro negotiations.  Micro negotiations occur when 

negotiations take place in the business between managers and employees regarding internal, 

employee-specific issues, such as a manager and an employee discussing personal 

performance goals or when first-line managers negotiate with the financial manager for the 

necessary funds and resources to ensure feasible outputs.  Macro negotiations take place 

between managers in the business and external stakeholders such as labour unions, suppliers 

and clients, for example negotiation between labour unions and management regarding annual 

salary increases or negotiating fixed supply contracts with suppliers. Good negotiators learn to 

seek different opinions and find ways to respond to the opposing views they uncover in order to 

build consensus on goals and commitment to achieve them (Hellriegel et al., 2008:25). To 

enhance performance culture, employees need to be informed that managers are willing to 

negotiate and not instil one-sided decisions.   
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Managers need to engage in give-and-take discussions and have to consider various 

alternatives in order to reach a joint decision that is acceptable to all parties involved (Daft & 

Marcic, 2014:383). 

 

3.3.2 Planning and administration 
 

Planning is one of the most important managerial tasks performed by managers in the 

development of a performance culture (Daft, 2008:209).  The following discussion further eludes 

on the significance of the planning competency as part of a manager’s administration duties. 

Being able to decide what tasks need to be done, determining how they can be done, allocating 

resources to enable the tasks to be done, and then monitoring the progress to ensure that the 

tasks are done, form the essence of the planning and administration competency. Planning 

involves working with employees to determine broad business objectives, discuss resource 

allocations, and agree on completion dates (Hellriegel et al., 2008:26). A manager’s 

administrative skills involve the ability to manage different types of employees (i.e. culture and 

personality) and organising people to work effectively towards the vision of the business or the 

achievement of the departmental objectives (Cunningham & De Kock, 2012:119).  

 

Managers who plan to enhance the business’s performance culture are able to create plans that 

encourage employee persistence and direct their efforts towards activities that will assist them 

in achieving goals (Williams, 2014:106).  In businesses that strive to have a performance 

culture, managers should promote the planning and administration competency by means of 

efficient time management (par. 3.3.2.1), the delegation of tasks (par. 3.3.2.2), decision-making 

(par. 3.3.2.3) and setting goals (par. 3.3.2.4).  

 

3.3.2.1 Time management 
 

Managers should develop time management skills so that they are able to enhance their own 

and employee performance. Time management is defined as a manager’s ability to prioritise 

tasks and activities according to importance and urgency, work efficiently and delegate 

appropriately (Griffen & Van Fleet, 2014:10, 57). According to De Janasz et al. (2012:82), time 

management requires the ability to allocate time and resources effectively in order to 

accomplish objectives. Time management skills allow managers to control their work activities 

more effectively (Griffen, 2014:427) and to maintain a balance between work and personal life, 

increase personal productivity and reduce stress levels (De Janasz et al., 2012:82). Managers 

who are unable to manage their time, often do not adhere to deadlines, and create a liassez-fair 

attitude among employees which could lead to unmanageable stress (Griffen & Van Fleet, 

2014:10; 57). 
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Managers with improved time management skills mostly use the following time management 

techniques to ensure productive outputs (Daft & Marcic, 2014:126-127): 

 

• Alphabet letters to prioritise tasks and activities where “A” items are highly important (must 

be done urgently), “B” items are next in importance (should do), “C” items would be nice to 

get done and “D” items can be delegating to a competent employee. 

• Pareto’s 80/20 rule to time management. This rule suggests that 20 per cent of managerial 

activities and effort produces 80 per cent of the results.  Managers will therefore know where 

to invest their time if they are able to identify the 20 per cent of activities that will produce the 

80 per cent of value. 

• Spend 10 minutes each evening reviewing the day’s activities and plan ahead to the next day 

by making a “to do” list of activities that must be accomplished and actions that are needed 

to achieve them. 

• Do one activity at a time.  Managers are often less efficient when they multitask. 

 

De Janasz et al. (2012:84) affirm that time management does not mean filling every minute of a 

working day. It means allowing enough time to complete tasks and activities and plan, allowing 

time for unexpected circumstances that are inevitable. Furthermore, when managers are able to 

effectively manage their time and they assist employees to manage their own time as well, it 

creates a positive attitude towards the performance culture of the business (Cunningham & De 

Kock, 2012:119). 

 

3.3.2.2 Delegating 
 

Delegating is the process by which managers assign a portion of their total workload as well as 

the authority and responsibility for the work to employees (Griffen & Van Fleet, 2014:58). 

Managers then also provide the employees to whom tasks are being delegated with appropriate 

support, guidance and resources to complete the assigned tasks.  A characteristic of a good 

manager is one who is able to delegate, since it remains challenging for one person to do 

everything and make all the necessary decisions (De Janasz et al., 2012:422). Managers who 

are unable to delegate their workload often withhold their employees from the opportunity to 

develop their own skills (Daft & Marcic, 2014:349).  

 

For effective delegation to take place, managers need to create an open, supportive business 

environment characterised by mutual support, mutual trust, and clear lines of communication. 

Effective delegation is important for the enhancement of the business’s performance culture and 

valuable to the development of employees. It allows them to participate in decision-making and 
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problem-solving, they learn about the overall business operations and improve their own 

managerial skills (Griffen & Van Fleet, 2014:58). 

 

A manager’s trust in his or her employees is also demonstrated by delegation. It shows the 

manager’s ability to empower, manage and develop his or her employees. By giving employees 

responsibility for conducting specific routine tasks, managers have time available to grow and 

develop and deal with other tasks that are more complex, such as making important decisions 

that impact on business performance, conceiving new ideas or innovation, and to examine and 

appraise employee performance (De Janasz et al., 2012:423). 

 

3.3.2.3 Making decisions 
 

Decision-making is the managerial act of choosing one alternative from among a variety of 

alternatives (Griffen, 2014:97).  According to Griffen and Van Fleet (2014:281), managers are 

skilled decision-makers if they are able to accurately recognise and define problems and 

opportunities and then select an appropriate course of action to resolve the problem or exploit 

the opportunity.  Decision-making skills play a fundamental role in managerial success, 

especially with regard to organisation structures, processes, technology, and the availability of 

data (De Janasz et al., 2012:306). 

 

To enhance performance culture in the business, effective decision-making by managers is 

crucial to the business and employees. Effective decision-making requires that managers (the 

decision-makers) understand the situation driving the decision (Griffen, 2014:97). For example, 

in some situations an effective decision may be one that minimises expenses or employee 

turnover, or it might be selecting the best course of action for going out of business or laying off 

employees (Griffen & Van Fleet, 2014:281). Decision-making enables managers to identify and 

choose between prospective opportunities, solve immediate problems and make future 

problems easier to manage.  Managers with good decision-making skills process information 

effectively, assess risks and make choices that will have positive outcomes for their business’s 

performance culture (De Janasz et al., 2012:306-307).  

 

3.3.2.4 Setting goals 
 

Effective goal setting is a key competency for managers in businesses that strive towards a 

culture of performance, and successful managers have realised that it is vital to achieving 

meaningful results (De Janasz et al., 2012:52). Goals provide guidance and unified direction to 

employees, promote good planning, serve as a source of motivation, and provide an effective 

mechanism for evaluation and control (Griffen, 2014:67).  Managers need to set SMART goals; 
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goals that are specific, measurable, attainable, realistic and timely. However, in order to achieve 

SMART goals managers need to gain employee commitment in order to accomplish them 

(Williams, 2014:109). Commitment to goals occurs when employees participate in setting goals. 

They thus feel a sense of control over their work and have a better understanding of the goals 

towards which they strive (Daft & Marcic, 2014:267). According to Williams (2014:392), 

participative goal setting in which managers and employees generate goals together, increases 

employees’ goal acceptance. Once employees have accepted specific goals, managers should 

provide frequent performance-related feedback in order for employees to track progress 

towards goal completion. Allowing employees to participate in the business’s goal setting, is an 

overwhelming, yet satisfying experience because it requires shared ownership, release of 

control, and the extension of trust to employees (Sitler, 2011:58).  Griffen (2014:291) adds that 

participative goal setting fosters employee acceptance and commitment to goals and a belief 

that goal achievement leads to valued rewards.  

 

3.3.3 Teamwork 
 

In a fast-paced and ever-changing business environment, flexible leadership styles, teamwork, 

empowerment, creativity and innovation are some of the competencies needed by managers in 

order to be competitive, to adapt to rapid changes in the business environment and obtain 

maximum performance (Charan et al., 2001:2). Hellriegel et al. (2008:27) add that teamwork is 

critical when businesses aim to accomplish tasks through small groups of people who are 

collectively responsible for achieving objectives and whose work is interdependent. When a 

business makes use of teams and those teams work effectively, several benefits accrue to the 

business and to the team members themselves, such as (De Janasz et al., 2012:219-221): 

 

• A group of individuals who possess a wealth of ideas, perspectives, knowledge and skills can 

result in a synergy through which new ideas can be entertained and improved problem 

solving. 

• A group of individuals who represent diverse backgrounds and experiences lead to higher 

quality decisions, since they contribute various perspectives and interests. 

• A systematic approach to problem-solving and organised dealings with the situation at hand 

because of the necessary coordination between and transfer of knowledge among team 

members. 

• Diverse teams have skill sets and perspectives that are superior to what a single individual 

can contribute and enable the business to compete globally. 

• Improved communication. 

• Teamwork reduces turnover and absenteeism and increases employee morale.  

 

47 



Chapter 3                         Managerial competencies important for enhancing performance 

A manager who has good teamwork competency respects other employees and is respected by 

them in return. Managers who lack teamwork competency are often viewed as being abrupt, 

rude and unsympathetic, and make employees feel inferior, inadequate and resentful (Hellriegel 

et al., 2008:28). Managers should therefore strive to lead their teams through motivation and 

empowerment (par. 3.3.3.1), design cohesive teams (par. 3.3.3.2), create a supportive work 

environment (par. 3.3.3.3), and manage team dynamics (par. 3.3.3.4) in order for team goals to 

be achieved. 

 

3.3.3.1 Leading the team 
 

Leadership is a process through which managers influence the behaviour of employees to work 

towards the accomplishment of business objectives.  Business managers with leadership skills 

are aware of the environment in which they operate, how they set goals and objectives, and 

how to motivate their employees (Henrico & Visser, 2012:166). In businesses that strive to 

create a performance culture, managers should practise positive leadership in order to 

encourage outcomes such as thriving at work, interpersonal flourishing, positive emotions and 

energised teams (Daft & Marcic, 2014:555). Positive leadership entails that managers see the 

strengths and capabilities of employees and assert human potential; they reach out to develop 

the goodness of the employees, promote happiness, have a goal and focus to create a work 

environment that promotes employee wellbeing. The result of positive leadership often exceeds 

performance expectation as it allows employees to be more creative and resourceful in their 

problem-solving solutions (Daft & Marcic, 2014:556-557).  

 

Positive leadership also builds a motivated work force. Managers influence employees to act in 

a certain manner in order to reach the business goals and satisfy their needs (par. 3.3.3.1.1). 

Motivated employees are vital to a business’s performance and success. If employees are not 

motivated, they are prone to complain about insignificant aspects in the workplace, are 

negative, lack interest and contribute few innovative ideas to improve their work environment 

(Henrico & Visser, 2012:161). Managers can facilitate employee motivation through 

empowerment (par. 3.3.3.1.2) which increases autonomy, respect, power to make decisions, 

status, and freedom to grow and develop within the business (De Janasz et al., 2012:414). 

 

3.3.3.1.1 Motivating  
 

Motivation is an inner force, which means that managers can only motivate employees to a 

certain extent. Managers can create an environment in which employees work enthusiastically 

and with contentment (Lotz & Botha, 2007:171). However, the challenge is determining how to 

create a system of rewards that employees truly want and yet lead to a balanced life, while 
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performing in ways that fit the business’s goals and objectives (Griffen, 2014:282). Two types of 

reward systems are used by business managers to motivate their employees, namely intrinsic 

and extrinsic rewards (Henrico & Visser, 2012:162).  

 

The most common example of an extrinsic reward for employees is the salaries paid by the 

business (Henrico & Visser, 2012:163). Although extrinsic rewards, such as financial incentives 

can motivate employees, business managers should recognise that acknowledgement, 

assertion and a sense of personal goal achievement, also referred to as intrinsic rewards, are 

equally important motivation factors in the work environment (Henrico & Visser, 2012:163). 

Intrinsic rewards are the personal or inner fulfilment employees experience when they have 

accomplished an important aspect of their personal or work life. The completion of a difficult 

task may bestow a pleasant feeling of accomplishment, or solving a problem that benefits others 

may fulfil a personal mission (Daft, 2008:622). 

 

In order to create a motivational work environment and enhance the performance culture within 

a business, managers should consider several variables such as values, ownership, employee 

responsibility, reward systems, work environment, job characteristics and individual 

characteristics (Henrico & Visser, 2012:166). 

 

Delegating tasks and sharing authority with employees is a significant strategy managers can 

use to enhance employees’ motivation towards the achievement of the business’s goals. 

Increasing employee authority heightens motivation for task accomplishment because 

employees are able to choose how to do a task and use their creativity, which ultimately leads 

to the improvement of their own effectiveness (Daft, 2008:645). 

 

3.3.3.1.2 Empowerment 
 

Empowerment is the process by which managers share their authority with employees. 

Empowerment is therefore essential in creating participative environments. In an era 

characterised by a fast-paced and ever-changing business environment, businesses focus more 

on team structures, require more flexibility and have become more decentralised (De Janasz et 

al., 2012:413).  

 

Managers can empower their employees by giving them the four following elements that enable 

them to act more independently in order to perform their work effectively (Daft & Marcic, 

2014:279): 

• Provide employees with information about the business and educate them about how their 

work contributes to the business’s financial success. 
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• Train and develop employees in order to unlock their knowledge and skills that will contribute 

to the achievement of business goals. 

• Give employees the authority they need to make and participate in making substantive 

decisions. 

• Reward employees based on business performance.   

 

Managers often facilitate employee motivation through empowerment, which increases 

autonomy, respect, authority to make decisions, status, and freedom to grow and develop within 

the business. Empowerment reinforces employee participation and creates a more open, 

honest environment. This results in greater job satisfaction, commitment, improved confidence 

and self-esteem, and a sense of belonging. An empowered workforce is conscientious; 

employees become accountable and responsible for their decisions and actions which leads to 

greater loyalty, trust, quality and ultimately an enhanced performance culture in the business 

(De Janasz et al., 2012:415). 

 

3.3.3.2 Designing teams 
 

Hellriegel et al. (2008:28) explain that team design involves formulating goals to be achieved, 

defining tasks to be done, and identifying the staffing needed to achieve those tasks. Designing 

a team is usually the responsibility of a manager or team leader but in self-managed teams, the 

entire team participates in the design. In order to work actively towards the achievement of team 

goals, it is crucial that team members identify with the team’s goals and feel dedicated to 

accomplish the goals. 

 

To design a dedicated team, managers must keep the following factors in mind (Hellriegel et al., 

2008:28):  

 

• Clear objectives must be formulated that will motivate team members and engender 

commitment. 

• Teams must be staffed appropriately, taking into account technical skills needed, the value of 

diverse perspectives, and individual development goals. 

• Responsibilities for each team member must be defined and the allocation of tasks and 

responsibilities must be facilitated appropriately. 

• Systems need to be created to monitor team performance. 

 

Cohesiveness is also an important characteristic when designing a team and refers to the 

extent to which the team members (i.e. employees) are loyal and committed to the team. 

Managers can increase the cohesiveness of the group by establishing intergroup competitions, 

50 



Chapter 3                         Managerial competencies important for enhancing performance 

assigning well matched members to the team, creating opportunities for success, establishing 

suitable goals, and fostering interaction among team members (Griffen, 2014:385). As teams 

become more cohesive, their members are likely to interact more frequently, obey the rules, 

become more satisfied about being part of the team, which leads to improved team performance 

enhancing the performance culture of the business (Griffen, 2014:386). Members of a well 

designed team are aware of and understand their tasks and how their performance will be 

measured. A well designed team is capable of high performance, but needs a supportive work 

environment to achieve its full potential (Hellriegel et al., 2008:28). 

 

3.3.3.3 Creating a supportive work environment 
 

A supportive work environment is an environment where managers encourage employees to 

take actions based on their best judgement, without always seeking approval first. Support also 

entails eliciting contributions from employees whose unique competencies are significant to the 

team, and recognising, praising, and rewarding both minor victories and major successes. In 

order for the employees to function effectively, managers must support them in identifying and 

acquiring the resources they need to achieve the business’s goals. Coaching, counselling, and 

mentoring employees to improve their performance in the short term and preparing them for 

future challenges are essential for creating a supportive work environment and enhancing the 

performance culture of the business (Hellriegel et al., 2008:28). 

 

3.3.3.4 Managing team dynamics  
 

In a fast-paced and ever-changing business environment, diversity in businesses is common 

and teams consist of members who differ in terms of race, gender, language, culture, 

competencies and skills. Hence it is understandable that conflict often arise which means that 

managing team dynamics is crucial for effective teamwork. Hellriegel et al. (2008:28) suggest 

that managers can manage team dynamics by bringing conflict and disputes into the open and 

using it to enhance the quality of decisions, while at the same time facilitating cooperative 

behaviour and keeping the team moving towards its goals. Managers must also understand the 

strengths and weaknesses of each team member, and use their strengths to accomplish tasks 

as a team (Hellriegel et al., 2008:28). 

 

3.3.4 Emotional intelligence 
 

Managers have realised that besides IQ (Intelligence quotient) and technical skills, it is vital to 

develop and demonstrate emotional intelligence (also referred to as EQ) in order to be 

successful and enhance the performance culture of the business. EQ is considered to be just as 
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important as or even more important than IQ. However, unlike IQ, which is determined primarily 

at birth, EQ is a competency that managers can learn about and improve (Goleman, 2004:82, 

84). Emotional intelligence is a manager’s ability to process emotional information precisely and 

efficiently, including the capacity to perceive, understand and manage their own moods and 

emotions and the moods and emotions of employees or external stakeholders (Hellriegel et al., 

2008:32; Jones & George, 2013:60). EQ is important for a business’s performance culture as a 

manager’s emotional state impacts the effectiveness of the whole team, department and 

business (Daft & Marcic, 2014:58). Managers who apply EQ create win-win relationships and 

outcomes for themselves, employees and external stakeholders and build up promising 

networks of healthy social relationships and emotional support structures (Kunnanatt, 

2004:489). Emotionally competent managers are resilient, adaptable to the ever-changing 

business environment, willing to move out of their comfort zone, and they are receptive to the 

opinions and ideas of employees and external stakeholders (Daft & Marcic, 2014:58). 

 

A guiding principle of emotional intelligence is that having and expressing emotions is a good 

thing. However, expressing emotions requires managers to have an instinctive sense of what is 

suitable to say; when, where, and with whom. Developing an awareness of one’s feelings and 

emotions and using them in appropriate ways is the essence of EQ (De Janasz et al., 2012:80). 

Studies of emotional intelligent managers have highlighted the different ways emotional 

intelligent managers think, behave and act. These managers handle their emotions warily, do 

not get upset frequently and calm themselves efficiently. They are physically more relaxed and 

have lower stress levels (Kunnanatt, 2004:493). However, when these managers do experience 

stressful feelings and emotions such as fear or anxiety, their emotional intelligence state allows 

them to deal with these feelings so that they do not hamper decision-making (Jones & George, 

2013:60). 

 

Superiors, colleagues and employees of emotional intelligent managers rate them as having 

less behavioural problems such as rudeness or aggressiveness.  Emotional intelligent 

managers are socially more attractive to their peers and employees see them as more socially 

skilled, influential and empathic people who make others feel understood, involved, trusted and 

supported (Kunnanatt, 2004:49). Emotional intelligent managers are able to maintain their 

enthusiasm and confidence and boost subordinates to achieve the business’s goals (Jones & 

George, 2013:60). 

 

In businesses that strive to create a performance culture, managers consider interpersonal or 

social skills (par. 3.3.4.1) as a key leadership capability due to the fact that interpersonal skills 

allow managers to infuse their emotional intelligence competencies (Goleman, 2004:91). 

Emotionally competent managers have high levels of self-awareness (par. 3.3.4.3) and the 
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ability to manage their own emotions (self-management) (par. 3.3.4.2).  They are able to show 

empathy (par. 3.3.4.1.1), earn employee trust (par. 3.3.4.1.2) and manage conflict (par. 

3.3.4.2.1) in a manner which will lead to the enhancement of employee and managerial 

performance and ultimately the business’s performance culture.   

 

3.3.4.1 Interpersonal skills 
 

Interpersonal skills comprise the ability of managers to manage relationships and interact with 

others in the business (Cunningham & De Kock, 2012:119). As a component of emotional 

intelligence, interpersonal skills refer to being friendly with a reason, such as conformity on a 

new marketing strategy or displaying passion about a new product (Goleman, 2004:90). 

 

Managers with good interpersonal skills have the ability to build rapport with employees and find 

mutual consensus about issues in the workplace. These managers are expert persuaders and 

skilled at managing teams. They also demonstrate self-awareness, self-regulation and empathy 

(Goleman, 2004:90).    

 

3.3.4.1.1 Empathy 
 

Although empathy is the most easily recognised detection of emotional intelligence, managers 

are rarely rewarded for being empathic. Empathy is the thoughtful consideration of employees’ 

feelings and making intelligent decisions with the employees’ feelings in mind (Goleman, 

2004:89).  A manager’s ability to empathise contributes to employee motivation and inspiration, 

because it helps develop feelings of unity and team spirit that is important for the enhancement 

of a business’s performance culture (Daft & Marcic, 2014:59). 

 

According to Goleman (2004:89-90), managers who are able to demonstrate empathy during 

decision-making, are able to: 

 

• Sense and understand the viewpoints of employees. 

• Familiarise themselves with subtleties in body language and have a deep understanding of 

both the existence and the significance of cultural and ethnic differences. 

• Retain employee talent. 

 

3.3.4.1.2 Trust 
 

Trust is a vital element in constructive human relationships and is known as a prominent 

component of businesses with a performance culture (Moye & Henkin, 2006:101).  
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In an environment where there is trust between managers and employees, there are mutually 

satisfying, long-term relationships (De Janasz et al., 2012:38). Managers who strive towards the 

enhancement of the performance culture of the business know that trust is imperative in the 

work environment as it has the potential to lead to a competitive advantage in the industry. Trust 

is important for successful socialisation, collaboration and effective team working, assists in 

minimising risks and decrease operating costs. It also provides a basis for social order and 

contributes to better quality of life (Lämsä & Pucetaite, 2006:130). Trust among employees is 

not inherent; however, managers can foster it through appropriate and context-sensitive 

managerial practices. Employees’ trust in the business can be affected by management 

interventions such as employee support, regular availability of information and development of 

business ethics (Lämsä & Pucetaite, 2006:130). 

  

Businesses with low or no trust between managers and employees are disposed to a range of 

negative employee responses such as reduced job satisfaction, less cooperation, increased 

absenteeism and high turnover (Deery et al., 2006:167).  Trust develops over time, based on 

previous successful experiences that build on each other (De Janasz et al., 2012:38). 

 

3.3.4.2 Self-management  
 

Daft and Marcic (2014:57-58) describe self-management as being two-fold. On the one hand it 

refers to a manager’s ability to control disruptive, unproductive or harmful emotions and desires. 

On the other hand, it refers to a manager’s capacity for initiating and pursuing goals, 

conscientiousness (honouring commitments) and adaptability (ability to adjust to changing 

situations and overcoming obstacles).  Self-management is the component of emotional 

intelligence that prevents managers to succumb to their feelings and distracts emotions from 

influencing thoughts and actions (Hellriegel et al., 2008:33). Self-management can also be 

referred to as self-regulation or self-control (Goleman, 2004:85-86). When managers take 

responsibility for their personal and work life it involves a balance so that neither aspect of living 

is neglected in their strive towards managerial success and the enhancement of the business’s 

performance culture (Hellriegel et al., 2008:33).  

 

Self-management is important to managers for the following reasons (Goleman, 2004:86): 

 

• Managers who are in control of their feelings and impulses are able to create an environment 

of trust and fairness.  

• Self-management is significant for competitive reasons. Business nowadays is prevalent with 

ambiguity and change and managers who have mastered their emotions are able to adapt to 

these changes effortlessly. 
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• It enhances integrity, which is a personal asset and business strength. 

 

Self-management therefore enables managers to be credible and allows them to be successful 

role models (De Janasz et al., 2012:79). Managers who are able to manage themselves uses 

constructive outlets to vent frustration and reduce tension that might otherwise lead to 

unnecessary conflict (Hellriegel et al., 2008:35). These managers are also more prone to 

achieve success and satisfaction in their personal life, as well as in business (De Janasz et al., 

2012:91).   

 

3.3.4.2.1 Conflict management 
 

Effective conflict management has a positive impact on team cohesiveness and employee 

motivation, since it provides mutual agreement between parties who disagree about interests, 

perceptions, goals, values, or approaches to problems (Daft & Marcic, 2014:381). Conflict 

management is a skill which managers can learn and develop through exposure to different 

conflict situations and conflict management training. It is however a difficult skill to acquire as it 

doesn’t come naturally. Conflict occurs in all businesses and managers should not avoid it, but 

ought to deal with it constructively, in a way that stimulates creativity and positive change (De 

Janasz et al., 2012:241).  

 

Griffen (2014:391) suggests managers make use of the following techniques to manage conflict, 

depending on their unique circumstance: 

 

• Stimulate conflict by increasing competition among team members and teams or changing 

established procedures. 

• Control conflict by matching personalities and work habits of employees or enhancing 

coordination of interdependence. 

• Resolve and eliminate conflict by convincing conflicting parties to compromise or bring 

conflicting parties together to confront and negotiate conflict. 

 

The outcomes of conflict can be constructive or destructive, depending on the manner in which 

the conflict is managed or resolved. Conflict is constructive when it leads to improved decisions, 

creativity, and innovative solutions to long-standing problems. Conflict is destructive when it 

causes stress and anxiety, loss of esteem or purpose, and the inability to take action (De 

Janasz et al., 2012:243). However, too much conflict is destructive and too little conflict prevents 

a healthy exchange of viewpoints. The challenge is for managers to find the right balance 

between conflict and cooperation (Daft & Marcic, 2014:381). 
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Managers must take the responsibility to develop their conflict management skills and learn how 

to assist their employees in managing it. This can be done by encouraging the clash of ideas 

(not personalities) and developing processes, training, and tools that help employees through 

their foreseeable differences with one another, and creating a climate at work that supports 

constructive conflict  and enhances the performance culture of the business (De Janasz et al., 

2012:244). 

 

3.3.4.3 Self-awareness  
 

Managers who are self-aware have the ability to recognise and understand their own emotions 

and they realise how they affect the employees’ personal and work life (Daft & Marcic, 2014:57). 

These managers tend to be superior performers and play a significant role in the success of a 

business and the enhancement of performance culture (De Janasz et al., 2012:6). Self-aware 

managers have a thorough understanding of their emotions, drives, needs, strengths and 

weaknesses. They are honest with themselves and with employees without being overly critical 

or unrealistically hopeful (Goleman, 2004:84).  

 

According to Goleman (2004:85), managers who are self-aware have the following 

characteristics: 

 

• They speak truthfully and openly about their emotions and the impact it has on their work. 

• They have a firm grasp of their capabilities, limitations and strengths and are comfortable 

talking about it. 

• They demonstrate a thirst for constructive criticism.  

• They are recognised by their self-confidence. 

• They take calculated risks and will not ask for a challenge they know they cannot manage. 

 

Self-aware managers are trusted easier and perceived by employees as being more competent 

managers, since they are able to relate to or empathise with employees. Self-aware managers 

pay attention to feedback and make positive modifications to personal behaviour, which in turn 

leads to the creation of a productive and trusting work environment that is indicative of a 

business with a performance culture (De Janasz et al., 2012:6). 

 

3.4 SUMMARY 
 

In this chapter, managerial competencies for enhancing performance were discussed. In this 

regard the impact of organisational culture on a business was highlighted. For the enhancement 

of performance, managers need to develop and display certain managerial competencies, 
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which include communication, planning and administration, teamwork and emotional 

intelligence.  

 

It is suggested that managers are knowledgeable about the communication process as well as 

the appropriate communication media to convey messages, communication frequency, 

feedback, active listening, and negotiating in order to enhance the performance culture of the 

business. It was found that managers in businesses that strive to develop a performance culture 

are able to promote the planning and administration competency by means of efficient time 

management, the delegation of tasks, decision-making and setting goals. Furthermore, when 

businesses use teams to achieve business goals, managers should strive to lead their teams 

through motivation and empowerment, promote cohesiveness and create a supportive work 

environment. The importance of the development and demonstration of emotional intelligence 

was also discussed with a focus on interpersonal skills, empathy, trust, self-management, 

conflict management and self-awareness. In conclusion, it was found that developing and 

practising communication, planning and administration, teamwork and emotional intelligence 

competencies will lead to the enhancement of employee and managerial performance and 

ultimately the business’s performance culture. 
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CHAPTER 4 
RESEARCH METHODOLOGY 

 
4.1 INTRODUCTION 
 

This chapter examines the research methodology and processes used to achieve the objectives 

of this study. Research methodology forms the basis from which reliable and valid results and 

conclusions can be made and it is thus significant that a proper research methodology is 

followed. The structure of this chapter is guided by the stages involved in the research process 

and how they were applied for the purpose of the study. Figure 4.1 provides an abbreviated 

synopsis of Chapter 4 pertaining to the main sections that are to be discussed. 

 

Figure 4.1: Chapter 4 abbreviated synopsis 

 
 
4.2 LITERATURE STUDY 
 

Background information was gathered and the existing literature on the topic was investigated. 

A literature study was conducted to show familiarity with the topic and to be able to combine 

existing knowledge in this field and abridge accrued knowledge to build on the work of other 

authors (Neuman, 2003:96). To put the concepts into perspective, the literature study was 
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conducted by using accredited and scholarly journal articles, relevant books, subject-specific 

journals and websites.  

 

The books that were studied covered a broad range of subjects including management, 

organisational culture, leadership, psychology, human resource management and research 

practices and methods. The databases that were explored included EbscoHost, NEXUS, 

ProQuest, SACat and SAePublications. Electronic search engines that were used include 

Google Scholar (www.google.com), among others. 

 

In order to address secondary objectives 1 and 2 (par. 1.4.2) which pertain to the investigation 

of the influence of organisational culture on a business and discovering best practices for the 

creation of a performance culture, older, primary sources were included in this study. The early 

stages of formal writing on the organisational culture concept started with Pettigrew (1979:570) 

who focussed on concepts and processes associated with the establishment of organisational 

cultures in businesses. Furthermore, other developmental views on performance culture from 

researchers such as Dandridge et al. (1980), Deal and Kennedy (1982), Wallach (1983) and 

Schein (1985) which made valuable contributions to the study field of organisational culture, 

were consulted as well. Older sources were also included for the following reasons (par. 1.5): 

 

• Their contributions, based on the author’s view of a specific school of thought or concept, are 

important in order to understand the full impact of the researched problem. 

• Their inclusion allows the use of primary sources instead of secondary sources for purposes 

of scientific accuracy, and since more recent sources also refer to these primary sources. 

• Older resources place recent and current research in the field of social sciences into proper 

perspective.  

 

4.3 THE RESEARCH PROCESS 
 

Research is the objective and systematic identification, collection, analysis, distribution, and use 

of information in order to improve decision-making related to the identification of opportunities 

and solution of problems (Malhotra, 2010:39). However, every research problem is unique and 

requires custom tailoring for its own special prominence. When designing any research project 

there is a sequence of steps the research process needs to follow (Iacobucci & Churchill, 

2010:29). 

 

In this study the stages in the research process are depicted in Figure 4.2. Formulating the 

problem into a research question is the first stage, followed by determining the research design. 

During the third stage the data collection method and forms are designed. The sample design 
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and collection of data are considered as the fourth stage. Stage five encompasses the analysis 

and interpretation of data. Stage six is the final stage and entails the preparation of the research 

report. 

 
Figure 4.2: Stages in the research process 

 
Source: Iacobucci and Churchill (2010:31). 

 

Subsequently, the formulation of the research problem, which presents the first stage of the 

research process, will be discussed. 

 

4.3.1 Stage 1: Formulate the research problem 
 

The research problem can only be defined if the broader interest in the research topic is made 

more specific so that it is small enough to investigate. Considering literature and identifying 

gaps or original areas which can be investigated, can aid in the process (Welman et al., 

2005:13).  Once the problem has been formulated with care and precision, research can be 

designed to provide pertinent information that includes specification of the research project’s 

objectives (Iacobucci & Churchill, 2010:29). 

 

From the literature, gaps were identified and the research problem was discussed and identified 

in Chapter 1. The primary objective of this study was to investigate the role of managers in 

enhancing performance culture.  

 

Secondary objectives derived from the primary objective and research problem, are to: 

 

1. investigate the influence of organisational culture on a business; 

2. discover best practices for the creation of a performance culture;  

3. identify the managerial competencies required to enhance a performance culture;  

4. determine the demographic profiles of the typical first-line and middle-level manager 

respondents who participated in the study; 

5. assess the reliability and validity of the measuring scales that measure the performance 

culture factors and managerial competencies in this study; 
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6. determine respondents’ perceptions regarding the performance culture concept and 

managerial competencies associated with businesses having a performance culture; and 

7. determine whether practically significant differences exist between different groups of 

respondents in terms of each of the performance culture factors and managerial 

competencies measured in this study. 

 

Following the formulation of the research problem in the research process, the research design 

needs to be determined.   

 

4.3.2 Stage 2: Determine the research design 
 

Iacobucci and Churchill (2010:58) describe research design as a basic framework or action plan 

for a study. It serves as the blueprint that is followed and used as a guide in collecting and 

analysing data in completing a study.   Zikmund and Babin (2010:64) and Malhotra (2010:42) 

agree that the research design consequently specifies the methods and procedure for the 

collection and analysis of the needed information and its purpose, which include determining 

possible answers to the research questions, testing the hypotheses of interest, and providing 

the information needed for decision-making.  

 

The choice of research design depends largely on the information already known about the 

identified problem, as well as the research objectives (Burns & Bush, 2010:118). All research 

approaches can be classified into three common research categories namely exploratory, 

causal and descriptive (Aaker et al., 2013:74; Burns & Bush, 2010:117). The main reason for 

conducting exploratory research is to clarify ambiguous situations and discover new insights or 

ideas (Iacobucci & Churchill, 2010:58; Zikmund & Babin, 2013:48). Causal research is a type of 

conclusive research where the main objective is to obtain evidence regarding cause-and-effect 

(causal) relationships (Malhotra et al., 2012:97).  Descriptive research is usually concerned with 

determining the frequency of occurrences or the relationship between two variables (Iacobucci 

& Churchill, 2010:59) and addresses who, what, when, where and how questions (Burns & 

Bush, 2010:123; Zikmund & Babbin, 2013:49). A large proportion of social sciences research is 

embraced by descriptive research and it is conducted in order to provide an accurate 

description of some aspect of the researched environment (Aaker et al., 2013:75). Descriptive 

research offers a representation of the characteristics of a specific situation such as customers, 

objects, businesses or the environments' characteristics (Zikmund & Babin, 2010:51). 

  

The main differences between the three types of research designs can be established by 

investigating the objective of each. Figure 4.3 depicts these three types of research designs and 

their respective basic research objectives. 
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Figure 4.3:  The basic research objective and appropriate research design 

 
Source: Burns and Bush (2010:118). 

 

After thorough consideration of the research problem and objectives, descriptive research was 

conducted in this study, since the objectives identified for this study relate to the purpose of 

descriptive research.  

 
Apart from choosing a research design, the data collection method and forms also need to be 

selected to coincide with the purpose of the study.  

 

4.3.3 Stage 3: Design the data collection method and forms  
 

Data collection refers to the gathering of information for the purpose of conducting a study. The 

researcher must decide where and how the data can be obtained after the type of data needed, 

has been established (Struwig & Stead, 2007:41). Two types of data collection methods can be 

distinguished, namely primary data collection and secondary data collection (Aaker et al., 

2013:78). Primary data is new information that has not been available before or obtained from 

existing sources such as completed questionnaires (Bradley, 2007:518). Secondary data is 

available because the data was collected for some purpose other than the research project at 

hand and by someone else (Iacobucci & Churchill, 2010:142).  

 

In this study, the literature review was conducted by means of secondary data collection, 

however primary data was needed to draw inferences to be of value as descriptive research.  

 
4.3.3.1 The data collection method  
 

Qualitative and quantitative research can be applied for accomplishing research objectives 

(Zikmund & Babin, 2010:132). Qualitative research aims to describe the depth and breadth of 

belief or opinion and attitude, rather than to quantify business environments (Bradley, 

2007:518). Qualitative research involves the collection, analysis, and interpretation of data by 

observing what people do and say (Burns & Bush, 2010:202).  
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Since the quantitative research approach was used in the current study, this method of data 

collection is discussed in more detail in the next section.  

 

Quantitative research addresses research objectives through empirical assessments that 

involve analytical approaches and numerical measurement (Zikmund & Babin, 2013:99). 

Quantitative data relies on the statistical analyses of data as it refers to numerical data and is 

based on neo-positivism which is concerned with the allocation of numbers to the objects of 

study (Struwig & Stead, 2007:243). Quantitative research is also referred to as “survey 

research” (Burns & Bush, 2010:209). In quantitative research, structured questions in which the 

response options have been predetermined, are used and the primary data is collected from a 

large number of respondents (Hair et al., 2013:77). The main goals for conducting quantitative 

research are to gain information in order to make accurate predictions about relationships 

between business environment factors and behaviours, to gain meaningful insights into those 

relationships, validate the relationships, and test hypotheses (Hair et al., 2013:78).  

 

4.3.3.2 Data collection form 
 
Data collection forms refer to research instruments which are used to collect data such as a 

questionnaire, topic guide or a tangible item, such as a photographic camera or recording 

device (Bradley, 2007:516). Three data collection methods can be identified, namely surveys, 

observation and experiments (Struwig & Stead, 2007:245). For the purpose of this study, 

surveys were used as data collection method. A survey is a research method based on the 

questioning of respondents (Bush & Burns, 2010:61). The questions for the survey are typically 

structured by means of preparing a formal questionnaire in which the questions are asked in 

prearranged order (Malhotra, 2010:211). The series of questions in the questionnaire are 

answered verbally or in writing by participants (Malhotra et al., 2012:452).  

 

Survey methods may be classified by mode of administration as traditional telephone interviews, 

computer-assisted telephone interviews, mail interviews, mail panels, personal in-home 

interviews, computer-assisted personal interviews, and e-mail and Internet surveys (Malhotra, 

2010:209). In this study an Internet survey was conducted by means of self-administered 

questionnaires that were posted on the Survey Monkey website. Internet surveys allow 

researchers to reach a large audience, personalise individual messages and secure confidential 

answers in a cost effective and quick manner (Zikmund & Babin, 2010:232-233). The survey 

website used in this study allowed the researcher to view the data collected in tabular format, as 

well as the number of questionnaires submitted during the data collection period.  However, the 

greatest barriers in conducting Internet surveys is that respondents have the responsibility of 
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reading and answering the questions, which means that the research relies greatly on the clarity 

of written words instead of the interviewer’s skills (Zikmund & Babin, 2010:223). 

 

The questionnaires used in this research made use of closed-ended questions. Different 

response formats to closed-ended questions exist and the response formats used in this study 

are subsequently discussed and indicated in Table 4.3-4.7:  

 

• Closed-ended questions specify the set of response alternatives and the response format. 

The closed-ended questions used in this research were in the form of multiple-choice, 

dichotomous and scale responses (Malhotra, 2010: 344). 

o Multiple-choice questions or fixed-alternative questions solicit respondents to choose from 

specific limited alternatives by choosing the alternative most closely correlated to 

respondents' perception of a subject (Iacobucci & Churchill, 2010:212; Zikmund & Babin, 

2013:282). 

o Dichotomous questions are also fixed alternatives but respondents are required to choose 

one from two alternatives. Dichotomous questions are easy to answer, code and tabulate, 

making it the most popular kind of survey question (Iacobucci & Churchill, 2010:215; 

Zikmund & Babin, 2013:285). 

o Scaled-response questions entail the use of a continuum chosen by the researcher to 

measure the attributes of a certain construct that are investigated and specify the 

response options on the questionnaire (Burns & Bush 2010:275). In conjunction, an 

interval, multi-item scale was used in this study. The interval scale measures absolute 

differences between scale points. When interval scales are used, the mean and standard 

deviation of the respondents’ answers can be calculated, which enables the researchers 

to report on absolute differences between data (Hair et al., 2013:163-164). A multi-item 

scale consists of multiple items, where an item is a single question or statement to be 

evaluated, such as the Likert scale (Malhotra, 2010:316). An unlabelled Likert scale was 

used in the questionnaires as measurement scale. Likert scale questions require 

respondents to indicate the extent to which they agree or disagree with carefully worded 

statements allowing the respondent to express an intensity of feeling (Burns & Bush, 

2010:286; McDaniel & Gates, 2010:267). According to Zikmund and Babin (2013:265), 

Likert scaling is the most popular attitude scale due to the fact that it is simple to 

understand and administer. In this study, a five-point Likert scale (where 1 = strongly 

disagree and 5 = strongly agree) was used to indicate the extent to which respondents 

agreed with statements. 

 

To ensure that respondents understood the concepts used in the self-administered 

questionnaire and that the data obtained from the questionnaire is sufficient to satisfy the 
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objectives of the study, pilot testing (see par. 4.3.3.2.1) was conducted on the managerial 

competencies measure. 

 

4.3.3.2.1 Pilot testing of the questionnaire used for this study  
 

McDaniel and Gates (2010:339) summarise the use of pilot testing as examining respondents' 

reaction to a questionnaire. Through this, insights with regard to any misinterpretations by 

respondents, poor skip pattern, lack of continuity, as well as additional alternatives for pre-

coded and closed-ended questions can be obtained. Zikmund and Babin (2010:61-62) assert 

that pilot testing assesses the feasibility and understanding of the questionnaire and is used to 

refine measures by rectifying vital problems in the questionnaire design. The questionnaire used 

for the pilot testing in this study, was administered to a convenient sample of 237 respondents 

in the retail industry.  

 

The reliability and validity of the measuring scales included in the questionnaire were examined. 

With respect to the nine statements measuring performance culture, the factor analysis retained 

two factors namely the business performance culture extent and the employee performance 

culture extent. The first factor was labelled as the business performance culture extent, since it 

measures the extent to which the business exhibits practices associated with having a 

performance culture. The second factor was labelled as the employee performance culture 

extent, since it measures the extent to which employees exhibit characteristics associated with 

businesses having a performance culture. With respect to the four managerial competencies 

(communication, planning and administration, teamwork and emotional intelligence), one factor 

was retained in each instance (with acceptable communalities between statements and 

variance explained). The respective performance culture and managerial competencies 

measuring scales were therefore found to be valid.   

 

The reliability of the respective performance culture and managerial competencies 

measurement scales used in this pilot test, were assessed by means of calculating Cronbach’s 

alpha coefficients and they were subsequently found to be reliable. As a result, the final 

questionnaires contained the respective performance culture and managerial competency 

statements as they appeared in the piloted questionnaire. Table 4.5, 4.6 and 4.7 provide the 

statements measuring performance culture and managerial competencies. 

 

Respondents of the pilot testing gave no indication of any ambiguity of words or the questions of 

the questionnaire. For this reason no changes were made to the questions used in this study 
(see Appendix A for the piloted questionnaire).  
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4.3.3.2.2 Questionnaire design and layout 
 

In order to prevent order bias, the layout of the questionnaire was determined with great care. 

Zikmund and Babin (2010:380) explain that when the answer to previous questions influences 

the manner in which succeeding questions are answered, order bias occurs. In this study, the 

questionnaires were designed based on information obtained from literature and results 

obtained from the pilot testing. Furthermore, for the purpose of this study, similar questionnaires 

were administered to two different target groups, which included first-line managers and middle-

level managers respectively.  Although the questions in both questionnaires were the same for 

Section B, some aspects in Section A and C, which are discussed next, were adapted to suit 

each target group. The questionnaire administered to the first-line managers was an upward 

feedback questionnaire where first-line managers' perceptions of middle-level managers' 

managerial competencies were measured (Appendix B). The questionnaire administered to the 

middle-level managers was a self-appraisal questionnaire where middle-level managers' 

perceptions of their own managerial competencies were measured (Appendix C).   

 

For the purpose of this study, the concepts first-line manager and middle-level manager are 

abbreviated in Table 4.1 as follows.  

 

Table 4.1: First-line manager and middle-level manager abbreviations 

Abbreviations 

Use of abbreviations First-line manager Middle-level manager 

Singular form FLM MLM 
Plural form FLMs MLMs 
Singular possessive form FLM’s MLM’s 
Plural possessive form FLMs’ MLMs’ 

 

The questionnaire comprised of three sections. Firstly, demographic information of the 

respondents (FLMs and MLMs) was gathered. Secondly, respondents’ perceptions regarding 

the businesses’ performance culture were measured. Thirdly, respondents' perceptions 

regarding managerial competencies were measured based on FLM respondents’ assessment of 

MLMs’ managerial competencies as well as MLM respondents’ assessment of their own 

managerial competencies. 

 

The main difference between the two questionnaires was presented in section A and section C 

of the questionnaires. In Section A, the FLM questionnaire respondents were asked 

demographic questions not only related to themselves, but also to their immediate manager 

(MLM) (See Table 4.3 and Table 4.4). In section C respondents of the FLM questionnaire 
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(upward feedback) had to complete the managerial competency questions based on their view 

of their immediate managers’ (MLMs’) execution of the proposed managerial competences 

whereas MLM respondents completing the self-appraisal questionnaire had to complete the 

questions based on the perception of how well they perceived their execution of the relevant 

managerial competencies (see Tables 4.6 and 4.7).  Furthermore, a five-point Likert scale 

(where 1 = strongly disagree and 5 = strongly agree) was used to indicate the extent to which 

respondents agreed with statements made in section B and section C. 

 
When designing a questionnaire it is important to specify the information needed by the 

research. Reviewing the problem statement and research questions or objectives keeps the 

questions focussed (Malhotra, 2010:336). The questionnaires in this study consisted of three 

sections that coincide with the secondary objectives set out for the study and are illustrated in 

Table 4.2.  

 

Table 4.2: Link between secondary objectives and the questions in the questionnaire 

Secondary objective FLM 
questionnaire 

MLM 
questionnaire Section 

Objective 4: Determining the demographic 
profiles of the typical first-line and middle-level 
manager respondents who participated in the 
study. 

1-9 1-7 A 

Objective 6:  Determining respondents’ 
perceptions regarding the performance culture 
concept and managerial competencies 
associated with businesses having a 
performance culture. 

1-9 1-9 B 

Objective 7: Determining whether practically 
significant differences exist between different 
groups of respondents in terms of each of the 
performance culture factors and managerial 
competencies measured in this study. 

1-32 1-32 C 

 

Section A: Demographic questions. The purpose of section A was to obtain respondents' 

general demographic details. Information obtained assists with creating demographic profiles of 

the respondents. FLM questionnaires contained questions regarding the respondent’s gender, 

age, years of service, region of work and highest level of education as well as questions 

regarding their immediate managers’ (MLM) demographic variables namely gender, age, race 

and department of work. The MLM questionnaire contained questions regarding the 

respondents’ own gender, age, years of service, race, department and region of work, highest 

level of education. Table 4.3 and Table 4.4 summarises the questions, response format and 

measurement scales used in section A for the respective questionnaires. 
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Table 4.3: Response formats and measurement scales for demographics (FLM 
questionnaire) 

Questions Response format Measurement scale 

Your gender? Dichotomous Nominal 

Your age in years? Multiple-choice Ordinal 

Full years of service at ABI? Dichotomous Ordinal 

In which region do you work? Multiple-choice Nominal 

What is your highest qualification? Multiple-choice and 
open-ended option 

Ordinal 

Your manager’s gender? Dichotomous Nominal 

Your manager’s age in years (estimate)? Multiple-choice Ordinal 

Your manager’s race? Multiple-choice and 
open-ended option 

Nominal 

In which department does your manager work? Multiple-choice and 
open-ended option 

Nominal 

 
Table 4.4:  Response formats and measurement scales for demographics (MLM 

questionnaire)  

Questions Response format Measurement scale 

Your gender? Dichotomous Nominal 

Your age in years? Multiple-choice Ordinal 

Full years of service at ABI? Dichotomous Ordinal 

Your race? Multiple-choice and 
open-ended option Nominal 

In which region do you work? Multiple-choice Nominal 

What is your highest qualification? Multiple-choice and 
open-ended option Ordinal 

In which department do you work? Multiple-choice and 
open-ended option Nominal 

 

Section B: Questions in this section are the same in both questionnaires (FLMs and MLMs). 

Section B was named performance culture and refers to the business’s performance culture 

for the purpose of this study. Subsequently, questions related to business practices and 

employee characteristics associated with businesses having a performance culture, are asked 

with a view to gain insight into the respondents’ performance culture perceptions of the 

business (Table 4.2).  
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Table 4.5 summarises the statements used in section B as well as the response format and 

measurement scale used in this section.  

 

Table 4.5: Measurement of performance culture perceptions 

Section B: performance culture perceptions 

No. Statement Response 
format 

Measurement 
scale 

Factor 1: business performance culture extent 

1 ABI has systems in place to monitor corporate, 
service and individual performance  Likert Interval 

2 ABI’s performance systems measure actual 
performance against plans and objectives Likert Interval 

3 ABI’s performance systems are structured to take 
corrective action where needed Likert Interval 

4 ABI has an understandable, compelling corporate 
mission, vision, values and goals  Likert Interval 

6 ABI’s corporate mission, vision, values and goals 
are widely communicated Likert Interval 

Factor 2: employee performance culture extent 

5 

There is an acceptance and understanding by all 
ABI employees that superior execution of agreed 
actions and good performance are a business 
priority 

Likert Interval 

7 ABI’s employees are committed and motivated in 
their outputs Likert Interval 

8 ABI’s employees are always willing to do more than 
what is expected of them Likert Interval 

9 
ABI’s employees understand and believe that they 
play an important part in the overall success of the 
business 

Likert Interval 

 
Section C: Section C was named managerial competencies but is based on FLM 

respondents’ assessment of their direct manager’s (MLMs) managerial competencies (FLM 

questionnaire - upward appraisal) and MLM respondents’ assessment of their own managerial 

competencies (MLM questionnaire - self appraisal). Subsequently, managerial competency 

questions related to communication, planning and administration, teamwork and emotional 

intelligence competencies associated with businesses having a performance culture, are asked 

with a view to gain insight into the respondents’ perceptions of managerial competencies (Table 

4.2).  

 

Table 4.6 and Table 4.7 summarise the statements used in section C, as well as the response 

format and measurement scale used in this section for the respective questionnaires. 
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Table 4.6: Measurement of managerial competencies – FLM questionnaire 

Section C 

No. Statement Response 
format 

Measurement 
scale 

Factor 1: communication competency 

1 Gives me information that enables me to compare 
my performance with my goals Likert Interval 

5 
Makes sure he/she understands me by paying  
attention to me when we talk (ignores any 
distractions i.e. telephone, e-mails) 

Likert Interval 

9 Encourages me to voice my opinion Likert Interval 
13 Speaks and writes clearly, concisely and effectively Likert Interval 

17 Encourages dialogue where all parties participate 
in the conversation Likert Interval 

21 Negotiates effectively on behalf of the team over 
roles and resources Likert Interval 

25 Uses different communication media (verbal, 
written and electronic) to convey a message clearly Likert Interval 

29 Informs me of relevant events and activities, and 
keeps me up to date Likert Interval 

Factor 2: planning and administration competency 
2 Makes timely decisions Likert Interval 

6 Takes calculated risks and anticipates the 
consequences Likert Interval 

10 Develops plans and keeps to schedules to achieve 
specific goals efficiently Likert Interval 

14 Assigns priorities to tasks Likert Interval 

18 Determines, obtains and organises the necessary 
resources such as material, people and funds Likert Interval 

22 Delegates responsibility for task completion Likert Interval 

26 Sets challenging goals for the team that are aligned 
with business goals Likert Interval 

30 Formulates clear objectives to reach the team 
goals Likert Interval 
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Table 4.6:  Measurement of managerial competencies – FLM questionnaire (continued) 

Section C 

No. Statement Response 
format 

Measurement 
scale 

Factor 3: teamwork competency 

3 Inspires the team members and encourages team 
commitment Likert Interval 

7 
Appropriately staffs the team, taking into account 
the value of diverse perspectives, technical skills 
needed and development goals 

Likert Interval 

11 Provides us with the necessary resources to 
achieve team goals Likert Interval 

15 Motivates team members to come up with creative 
solutions Likert Interval 

19 Expects us to take responsibility for our actions Likert Interval 

23 Expects, recognises, praises and rewards 
teamwork Likert Interval 

27 
Facilitates the allocation of tasks and 
responsibilities as appropriate to individual team 
members 

Likert Interval 

31 Keeps the team moving towards its goals Likert Interval 
Factor 4: emotional intelligence competency 

4 Shows genuine sensitivity to the diverse needs, 
opinions and feelings of others Likert Interval 

8 Builds strong interpersonal relationships with a 
diverse range of people Likert Interval 

12 Handles conflict  and disputes constructively Likert Interval 
16 Is willing to admit mistakes Likert Interval 
20 Trusts his team members Likert Interval 

24 Uses constructive outlets to vent frustration and 
reduce tension Likert Interval 

28 
Strikes a reasonable balance between work and 
other life activities so that neither aspect of living is 
neglected 

Likert Interval 

32 Uses his/her strengths to improve or compensate 
for his/her weaknesses Likert Interval 
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Table 4.7:  Measurement of managerial competencies – MLM questionnaire 

Section C 

No. Statement Response 
format 

Measurement 
scale 

Factor 1: communication competency 

1 I give my reports information that enables them to 
compare their performance with their goals Likert Interval 

5 
I make sure I understand my reports by paying  
attention to them when we talk (ignore any 
distractions i.e. telephone, e-mails) 

Likert Interval 

9 I encourage my reports to voice their opinions Likert Interval 
13 I speak and write clearly, concisely and effectively Likert Interval 

17 I encourage dialogue where all parties participate in 
the conversation Likert Interval 

21 I inform my reports of relevant events and activities, 
and keep them up to date Likert Interval 

25 I use different communication media (verbal, 
written and electronic) to convey a message clearly Likert Interval 

29 I negotiate effectively on behalf of the team over 
roles and resources Likert Interval 

Factor 2: planning and administration competency 
2 I make timely decisions Likert Interval 

6 I take calculated risks and anticipate the 
consequences Likert Interval 

10 I develop plans and keep to schedules to achieve 
specific goals efficiently Likert Interval 

14 I assign priorities to tasks Likert Interval 

18 I determine, obtain and organise the necessary 
resources such as material, people and funds Likert Interval 

22 I delegate responsibility for task completion Likert Interval 

26 I set challenging goals for the team that are aligned 
with business goals Likert Interval 

30 I formulate clear objectives to reach the team goals Likert Interval 
Factor 3: teamwork competency 

3 I inspire the team members and encourage team 
commitment Likert Interval 

7 
I appropriately staff  the team, taking into account 
the value of diverse perspectives, technical skills 
needed, and development goals 

Likert Interval 

11 I provide my reports with the necessary resources 
to achieve team goals Likert Interval 

15 I motivate team members to come up with creative 
solutions Likert Interval 

19 I expect my reports to take responsibility for their 
actions Likert Interval 

23 I expect, recognise, praise, and reward teamwork Likert Interval 

27 
I facilitate the allocation of tasks and 
responsibilities as appropriate to individual team 
members 

Likert Interval 

31 I keep the team moving towards its goals Likert Interval 
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Table 4.7:  Measurement of managerial competencies – MLM questionnaire (continued) 

Section C 

No. Statement 
Response 

format 
Measurement 

scale 
Factor 4: emotional intelligence competency 

4 I show genuine sensitivity to the diverse needs, 
opinions and feelings of others Likert Interval 

8 I build strong interpersonal relationships with a 
diverse range of people Likert Interval 

12 I handle conflict  and disputes constructively Likert Interval 
16 I am willing to admit mistakes Likert Interval 
20 I trust my team members  Likert Interval 

24 I use constructive outlets to vent frustration and 
reduce tension Likert Interval 

28 
I strike a reasonable balance between work and 
other life activities so that neither aspect of living 
is neglected 

Likert Interval 

32 I use my strengths to improve or compensate for 
my weaknesses Likert Interval 

 
The FLM and MLM questionnaires have been constructed to satisfy the objectives of this study. 

All the questions relate to the investigation of the role of managers in enhancing performance 

culture. The questionnaire was also analysed to ensure adherence with the code of ethics 

formulated by the North-West University. 

 

4.3.4 Stage 4: Design the sample and collect data 
 

The objective of conducting research is to obtain information about the parameters of the 

population. Population information can be obtained by conducting a census or a sample 

(Malhotra, 2010:370). Burns and Bush (2010:339) define a census as an accounting of the 

complete population. After a census has been enumerated, it allows the researcher to simply 

calculate the population parameters (Malhotra, 2010:371). In contrast, sampling entails any 

procedure that draws conclusions based on measurements of a portion (subset) of the larger 

population (Zikmund & Babin, 2013:63). Sampling furthermore, involves the selection of a 

relatively small number of elements from a larger defined group of elements with the 

expectation that the information gathered from the small group will allow accurate judgements 

about the larger group (Hair et al., 2013:136). Since the target population in this study included 

all the FLMs and MLMs at ABI, the soft drink division of The South African Breweries (Pty) Ltd., 

the population information for this study was obtained by means of a census. In addition, a 

census was conducted because it was not time consuming and inexpensive to reach the target 

population. 
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Due to the realisation rate the researcher decided to not merely focus on population 

parameters, as is the case with a census, but to calculate the sample statistics as well. 

Inferential statistics were thus used to make comparisons between different groups within the 

population and interpretation of comparisons between group means were done according to 

Cohen’s effect sizes, d (Cohen, 1988) (see. par. 4.3.5.2.2.)  

 

4.3.4.1 Target population  
 

Iacobucci and Churchill (2010:282) define the target population as the total number of cases 

that conforms to some selected specification. The complete group of elements (people or 

objects) that are identified for investigation based on the research objectives is described as the 

target population. It is essential to define the target population specifically (Hair et al., 

2013:137). 

 

As mentioned in par. 4.3.4, the target population for this study included all FLMs and MLMs 

employed at ABI, the soft drink division of The South African Breweries (Pty) Ltd. ABI is divided 

into different functional geographic areas namely, the KZN region, North region, South region, 

Central region, Customer Interactive Centre (CIC), Sales Services Division (SSD) and Central 

Office (COF). Subsequently, the target population included FLMs and MLMs at each of the 

aforementioned geographic areas and will be referred to as region of work for the purpose of 

this study. ABI was specifically targeted for this study, since the researcher was employed at 

ABI for 5 years (2004-2009) and held a middle-level management position (2007-2009).  During 

her employment at ABI she perceived the company as having a performance culture, based on 

her knowledge and expertise in performance culture. The target population included a total of 

438 respondents who consisted of 262 FLM and 176 MLM respondents.  

 

4.3.4.2 Collecting the data  
 
Respondents (FLMs and MLMs) eligible for the census were identified by the Capability 

Manager: Support Services of ABI, the soft drink division of The South African Breweries (Pty) 

Ltd. Through the assistance of a senior researcher (in the Marketing and Communications 

Department of the Potchefstroom Campus of the North-West University), the respective 

questionnaires were uploaded on the Survey Monkey website. The data was collected during 

the months of October and November in 2012. Subsequently, respondents were informed of the 

survey via an e-mail (by the Capability Manager: Support Services of ABI) that contained a 

cover letter to the respondents, as well as the hyperlink to the relevant questionnaires on the 

Survey Monkey website. 
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Of the 438 respondents identified for the census, a total of 186 participated in the study, which 

constitutes a 43% response rate. The 186 viable questionnaires, comprising of 73 MLM 

questionnaires and 113 FLM questionnaires, were subsequently used for statistical analysis. 

Table 4.8 provides an indication of the FLMs and MLMs that participated in the census 

pertaining to the respective ABI regions of work (par. 4.3.4.1). 

 

Table 4.8: Participation pertaining to each region of work 

Region of work 
Number of respondents 

FLMs MLMs 

KZN Region 43 21 
North Region 26 10 
South Region 14 15 
Central Region 23 11 
*CIC/SSD/COF 7 16 
Total 113 73 

*Abbreviations used: CIC = Customer Interactive Centre, SSD = Sales Services Division, COF = Central 
Office 
 

After data has been collected, it must be analysed and interpreted. 

 
4.3.5 Stage 5: Analysing and interpreting the data  
 

The purpose of data analysis is to interpret and draw conclusions from the mass of data 

collected (Tustin et al., 2005:102). Data analysis begins with the data preparation process 

where information from surveys or other data sources is converted in order to be used in 

statistical data analysis (Hair et al., 2013:242). After data has been captured and cleaned, the 

data analysis process can commence. The data preparation process uses a four-step approach, 

which includes data validation, editing and coding, data entry and data tabulation. 

 

In this study, data was obtained in Excel format from the Survey Monkey website and editing 

was carried out manually.  This involved omitting incomplete questionnaires. Next, coding was 

done to ensure that data was represented in the form of numbers for statistical analysis. Pre-

coding was used for the questionnaires, as numbers had already been assigned to each 

question in the questionnaire, which simplified the coding process. Before any analyses were 

conducted, the data set was checked for errors. Struwig and Stead (2007:150) suggest that it is 

best to use experts in the field of research procedures, since data analysis is a specialised area. 

For this reason the researcher made use of the Statistical Consultation Services of the North-

West University (Potchefstroom Campus) for data entry, tabulation and statistical analysis.  
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4.3.5.1 Reliability and validity  
 

Burns and Bush (2010:293) suggest that a measurement used by the researcher should be 

reliable and valid. Iacobucci and Churchill (2010:258, 591) define reliability as the similarity of 

results provided by independent but comparable measures of the same object, trait, or 

construct. Bradley (2007:64) and Malhotra (2010:318) assert that if the study is repeated and 

the results obtained are consistent, it means that it is reliable. Furthermore, reliability indicates a 

measure’s internal consistency which is the key to understanding reliability (Zikmund & Babin, 

2013:257).   

 

Internal consistency is used to assess the reliability of a summated scale where several items 

are summed to form a total score (Malhotra, 2010:319). Split-reliability and coefficient alpha (or 

otherwise known as Cronbach’s alpha) are two methods for measuring internal consistency 

reliability. In split-half reliability, the items on the scale are divided into two halves and the 

resulting half scores are correlated (Malhotra, 2010:319). Cronbach's alpha demonstrates 

whether or not the different items converge each item individually for variability. When items are 

not scored dichotomously, internal consistency can be determined by using the Cronbach's 

alpha coefficient method. Scales exhibiting Cronbach’s alpha coefficients ≥ 0.70 are regarded 

as possessing a good reliability. Scales with Cronbach’s alpha coefficients ≤ 0.60 indicate poor 

reliability (Zikmund & Babin 2013:257). In this study, Cronbach’s alpha reliability coefficients ≥ 

0.70 were calculated in order to determine the reliability of all the scales measuring performance 

culture perceptions and managerial competencies. 

 

Researchers also need to be concerned about the validity since reliable scales are not 

necessarily valid (Hair et al., 2013:166). Validity refers to the accuracy or the extent to which a 

test truthfully represents a concept, and if the measure actually measures what it is supposed to 

measure (Zikmund & Babin, 2013:258).  

 

The accuracy of the measure can be inferred by looking for evidence of the following three 

types of validity (Iacobucci & Churchill, 2010:256): 

 
• Criterion-related validity assesses the usefulness of the measure to predict a characteristic of 

the respondents (Malhotra, 2010:320; Zikmund & Babin, 2013:259). Concurrent validity 

assesses the present relationship between the measure and the criterion-related variable 

that occurs at the same point in time (Iacobucci & Churchill, 2010:256).  

• Content validity is a subjective but systematic evaluation of how well the content of a scale 

represents the measurement task at hand (Malhotra, 2010:320). Content validity or face 
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validity refers to the extent to which the content of individual measures matches the intended 

concept’s definition (Zikmund & Babin, 2013:258).  

• Construct validity addresses the characteristic or construct actually measured by the scale 

(Malhotra, 2010:320). It assesses whether the measuring scale does in fact measure what 

the researcher implied it to measure (Iacobucci & Churchill, 2010:257). Furthermore, a 

confirmatory factor analysis (CFA) is performed to determine construct validity (Bagozzi, 

1994:342-344). 

 

In this study construct validity was used to infer the accuracy of the measuring scale. To assess 

construct validity of the scales measuring performance culture perceptions and managerial 

competencies, a CFA was conducted in order to confirm the underlying structure of the data. 

Therefore a discussion on factor analysis will subsequently follow.  

 
4.3.5.1.1 Factor analysis 
 

Iacobucci and Churchill (2013:568) define factor analysis as the body of techniques concerned 

with the study of interrelationships among a set of variables, none of which are given the special 

status of a criterion variable. According to Pallant (2010:181), factor analysis indicates whether 

one group is significantly different from another or to test hypotheses. In addition, it is a data 

reduction technique that summarises data by using a smaller set of components or factors. In 

reducing the number of variables, the factor analysis procedure attempts to make the remaining 

variables meaningful and easy to work with and retain as much of the information as possible 

(Aaker et al., 2013:519).  When a survey contains multiple correlated measures that might be 

measuring a common underlying construct, factor analysis is very useful (Iacobucci & Churchill, 

2010:506). In this study, Kaiser’s Measure of Sampling Adequacy (MSA) was used to examine 

the appropriateness of factor analysis. High MSA values (between 0.5 and 1.0) indicate that 

factor analysis is appropriate, whereas values ˂ 0.5 imply that factor analysis may not be 

appropriate (Malhotra, 2010:638). For this study only MSA values > 0.5 was used. Factor 

analysis can be explorative (performed when the researcher is uncertain about how many 

factors may exist among a set of variables) or confirmatory (performed when the researcher has 

a strong expectation about the factor structure before performing the analysis) (Malhotra, 

2010:625). As mentioned in paragraph 4.3.5.1, a confirmatory factor analysis was conducted in 

this study. 

 

Iacobucci and Churchill (2010:491) explain a factor as the linear combination of variables 

chosen to capture the “essence” of data. Factor loadings are indicative of the strength of 

correlation between a factor and measured variable (Zikmund & Babin, 2013:626). In 

determining the number of factors to retain, approaches based on eigenvalues and percentage 
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of variance accounted for, were used in this study. The eigenvalue rule entails that only factors 

with a variance ≥ 1 are retained (Malhotra, 2010:643). An eigenvalue represents the amount of 

variance in the original variables that is associated with a factor (Pallant, 2010:184). The 

percentage of variance is the total variance attributed to each factor (Malhotra, 2010:638). 

Communality measures the percentage of a variable’s variation that is explained by the factors. 

A relatively high communality indicates that a variable has much in common with the other 

variables included in the group (Zikmund & Babin, 2010:627). To this end, Malhotra (2010:664) 

recommends that factors retained should account for at least 60 per cent of the variance. After 

the number of factors has been determined, it can be interpreted by means of rotating factors 

using a verimax rotation or an oblique rotation (Pallant, 2010:184-185). However, in this study 

only one factor was retained for each of the two performance culture factors (business 

performance culture extent and the employee performance culture extent) of Section B, as well 

as the four managerial competencies (communication, planning and administration, teamwork 

and emotional intelligence) of Section C (see par. 4.3.3.2.1). Therefore rotation is not possible.  

 

After identifying the number of factors to retain by means of factor analysis, the factors must be 

named (Iacobucci & Churchill, 2010:501). Moreover, factor analysis is not only used in research 

to name the factors captured by the measuring scales, but also to refine questionnaires by 

isolating and then eliminating those items that do not seem to belong with the rest of the items 

(Iacobucci & Churchill, 2010:506). 

 

4.3.5.2 Methods and statistical techniques 
 

As discussed in paragraph 4.3.4, the researcher decided to calculate the sample statistics as 

well due to the realisation rate of the census. There are different statistical procedures that exist, 

but descriptive and inferential statistics are classified as the two general categories (Gravetter & 

Wallnau, 2009:5). A brief discussion of descriptive (par. 4.3.5.2.1) and inferential (par. 4.3.5.2.2) 

statistics, as well as the methods and techniques used in this study, follows next.  

 

4.3.5.2.1 Descriptive statistics  
 

Descriptive statistics are simple yet powerful and can summarise responses from a large 

number of respondents in a few simple statistics (Hair et al., 2013:257; Zikmund & Babin, 

2013:364). Descriptive statistics are the most efficient means of summarising the characteristics 

of large data sets (McDaniel & Gates, 2010:406).  When researchers use a sample, the sample 

descriptive statistics are used to make inferences about characteristics of the entire population 

of interest (Zikmund & Babin, 2013:364). Descriptive statistics make use of techniques that take 

raw scores and summarise these in a more manageable form such as scores organised in a 
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graph or a table which allow the view of the entire set of scores (Gravetter & Wallnau, 2009:6). 

The descriptive statistical techniques presented in Table 4.9 were conducted in this study. 

 

In this study frequency and percentage distribution were determined for the demographic 

information used in order to construct the study population profile of FLMs and MLMs 

respectively.  

 

Table 4.9: Descriptive statistical techniques 

Descriptive statistical 
technique Definition 

Frequency 
Zikmund and Babin (2010:441) describe frequency as organising 
the data set by summarising the number of times a particular 
value for a variable occurs 

Percentage distribution 
Percentages are used to further summarise the frequencies in 
terms of a percentage value associated with particular values of a 
variable (Zikmund & Babin, 2010:441) 

Means 
The mean can be defined as the average value within the 
distribution and the most commonly used measure of central 
tendency (Hair et al., 2013:268) 

Standard deviations Standard Deviation (Std. Dev.) indicates the average distance of 
the distribution values from the mean (Hair et al., 2013:272)   

 
Furthermore, means and standard deviations were determined for each of the statements 

constituting the scales measuring the performance culture perceptions (business performance 

culture extent and the employee performance culture extent) and managerial competencies 

(communication, planning and administration, teamwork and emotional intelligence).  

 
4.3.5.2.2 Inferential statistics  
 

Inferential analysis takes place when researchers use statistical procedures to generalise the 

results of the sample to the target population that it represents (Burns & Bush, 2010:437). In 

addition, inferential statistics are used to make comparisons between different groups within the 

population and allow interpretation of comparisons between group means according to Cohen’s 

effect sizes, d (Cohen, 1988).  

 

The inferential statistical techniques presented in Table 4.10 were conducted in this study.  
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Table 4.10: Inferential statistical techniques 

Inferential statistical 
technique Definition 

Independent samples 
t-test 

The independent samples t-test determines the statistical 
significant difference between the means taken from two 
independent samples or groups (Zikmund & Babin, 2010:565). 

Analysis of variance 
(ANOVA) 

One-way ANOVA determines whether groupings or treatments 
differ statistically significantly with regard to the group mean scores 
from one dependent variable (Struwig & Stead, 2007:162). One-
way ANOVA is used when comparing the means of three or more 
groups (Burns & Bush, 2010:517). Tukey's comparison can be 
used as follow-up test to determine means that are statistically 
different from each other (Hair et al., 2006:527). 

 

Hardy and Bryman (2004:180) and Reid (1987:113) argue that statistical significance does not 

indicate the strength (importance) of the significance. In contrast, practical significance 

measures the strength of the significance of values that statistical significance cannot measure 

(Bagozzi, 1994:248; Steyn, 1999:i). Therefore, in this study statistical and practical significances 

for the above-mentioned inferential statistical techniques were determined and are 

subsequently explained.  

 

McDaniel and Gates (2010:410) explain that statistical significance occurs if a particular 

difference is large enough to be unlikely to have occurred because of sampling error or chance. 

The p-value stands for probability-value and is essentially another name for a computed or 

observed significance level (Zikmund & Babin, 2013:373). The accepted level of significance 

can be 0.10, 0.05 or 0.01 (Zikmund & Babin, 2010:542). The probability that the observed result 

occurred by chance is less when the p-value is small (McDaniel & Gates, 2010:421) and a small 

p-value is thus regarded as evidence that the result is statistically significant (Ellis & Steyn, 

2003:51).  

 
Practical significance can be understood as a large enough difference to have an effect in 

practice. The effects size is autonomous of sample size and is a measure of practical 

significance (Ellis & Steyn, 2003:51). Practical significance by means of effect sizes can be 

determined by d-values of Cohen (Steyn, 1999:3). Based on the interpretation of Cohen’s 

(Cohen, 1988:223) effect sizes, d-values are considered to be small at 0.2 (indicating a small 

effect), medium at 0.5 (indicative of a medium effect in practice and noticeable with the naked 

eye), and large effect or practical significance at 0.8 or larger.  
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The formula for the effect size is (Steyn, 1999:12): 

 

𝑑 =  
|�̅�1 −  �̅�2|
𝑠𝑚𝑎𝑥

 

 

Where: 

• 𝑑 is the effect size 

• �̅�1 −  �̅�2 is the difference between the means of two compared groups 

• 𝑠𝑚𝑎𝑥 is the maximum standard deviation of the two compared groups 

 

In this study, Tukey’s Studentized Range post-hoc test was used when conducting one-way 

ANOVAs to determine where means are statistically different (when comparing more than two 

groups). Furthermore, independent samples t-tests were used to draw comparisons between 

two groups. Comparisons were made within the FLM and MLM groups (based upon gender, 

years of services, race, age and qualification), as well as between the FLM and MLM groups 

(based upon their business performance culture and managerial competency perceptions).  

 

Practical significance was determined by means of effect sizes and in this study effect sizes with 

a medium effect (d ≥ 0.5) were reported. An effect size indicates whether a statistical significant 

difference between the means of two or more groups is also practically significant. For this 

study, Cohen’s d-values were used to determine the practical significance of the results.  

 
Following the analysis and interpretation of data, stage six entails the preparation of the 

research report and presents the final stage of the research process. 

 
4.3.6 STAGE 6: PREPARE THE RESEARCH REPORT AND FORMULATE 

CONCLUSIONS  
 

Chapter 5 presents a summary of the findings of the study, while Chapter 6 offers a number of 

conclusions regarding the results obtained. This chapter also sets out recommendations that 

can be used by managers of diverse work environments. 

 

4.4 SUMMARY  
 

A literature review was conducted by means of secondary data collection, however primary data 

was needed and subsequently collected in order to draw inferences and to be of value, as a 

descriptive research design was chosen for this study. A quantitative research method was 

used for data collection via an Internet survey conducted by means of self-administered 
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questionnaires posted on the Survey Monkey website. Two separate questionnaires were 

developed, namely a FLM questionnaire that FLMs completed (upward-appraisal) and a MLM 

questionnaire that MLMs completed (self-appraisal). The questionnaires were designed based 

on information obtained from literature and results obtained from the pilot testing.  

 

For the purpose of this study, a census was conducted in order to obtain information of the 

target population namely FLMs and MLMs employed at ABI, the soft drink division of The South 

African Breweries (Pty) Ltd. In this study, Cronbach’s alpha reliability coefficients (Cronbach’s 

alpha value ≥ 0.70) were calculated in order to determine the reliability of all the scales 

measuring performance culture perceptions and managerial competencies. Furthermore, in 

order to assess construct validity of the scales measuring performance culture perceptions and 

managerial competencies, a CFA was conducted in order to confirm the underlying structure of 

the data. 

 

In this study, descriptive statistical techniques by means of frequency and percentage 

distribution were determined for the demographic information used in order to construct the 

study population profile of FLMs and MLMs respectively. Furthermore, means and standard 

deviations were determined for each of the statements constituting the scales measuring the 

performance culture perceptions (business performance culture extent and the employee 

performance culture extent) and managerial competencies (communication, planning and 

administration, teamwork and emotional intelligence).  

 

In this study, inferential statistical techniques by means of Tukey’s Studentized Range post-hoc 

test were used when conducting one-way ANOVAs (to determine where means are statistically 

different when comparing more than two groups). Independent samples t-tests were used to 

draw comparisons between two groups. Comparisons were made within the FLM and MLM 

groups (based upon gender, years of services, race, age and qualification) as well as between 

the FLM and MLM groups (based upon their business performance culture and managerial 

competency perceptions). Practical significance was determined by means of effect sizes and in 

this study effect sizes with medium effect (d ≥ 0.5) are reported.  

 

In conclusion, the research methodology has addressed important questions regarding the 

manner in which research for this study was conducted. It furthermore clarifies the reason for 

choosing these methods. Chapter 5 will present the results obtained from this research process.  
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CHAPTER 5 
EMPIRICAL RESULTS 

 
5.1 INTRODUCTION 
 
Chapter 5 builds on the research methodology (as set out in Chapter 4) by reporting, explaining 

and interpreting the empirical results. This chapter summarises the key findings of the 

quantitative results and presents the subsequent major findings of the research study. For the 

purpose of this study, the concepts first-line manager and middle-level manager are abbreviated 

as discussed in par. 4.3.3.2.2 (Table 4.1). 

 

Furthermore, in this study all the main findings related to the business’s performance culture 

perceptions (Section B) were based upon the responses of FLM and MLM respondents, 

whereas main findings related to managerial competencies (Section C) were based on FLM 

respondents’ assessment of their MLMs managerial competencies as well as MLM respondents’ 

assessment of their own managerial competencies. Main findings will be reported in par. 5.6 

and are listed in terms of the sequence of the respective statistical techniques used in this 

study. Figure 5.1 provides an abbreviated synopsis of Chapter 5 pertaining to the main sections 

that are to be discussed. 

 

Figure 5.1:  Chapter 5 abbreviated synopsis 
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The data analysis conducted on the quantitative data for Section A to C of the questionnaires 

and the relevant statistical techniques applied, are illustrated in Fig. 5.2.  

 

Figure 5.2: Data analysis Section A to C  
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In the following sections, the study population profile is discussed first, based on the 

demographic information gathered. The remainder of the chapter will engage with the results 

from the statistical techniques used in this study.  The chapter concludes by listing all the main 

findings derived from the results reported throughout the chapter. 

 
5.2  DEMOGRAPHIC PROFILES OF RESPONDENTS  
 

The demographic profiles of respondents will assist in order to better understand respondents’ 

(FLMs and MLMs) who participated in the study and also aid towards providing insight into, and 

facilitate comprehension of the results obtained from the questionnaires fielded among FLMs 

and MLMs at ABI, the soft drink division of The South African Breweries (Pty) Ltd). 

 

Information obtained from Section A of the questionnaires assisted with the creation of 

demographic profiles of the respondents. The demographic profile for FLMs was determined in 

terms of gender, age, years of service, region of work, and highest level of education, as well as 

their immediate managers’ (MLMs) demographic variables namely gender, age, race and 

department of work. The demographic profile for the MLMs was determined in terms of gender, 

age, years of service, race, department and region of work, and highest level of education. 

Throughout the chapter, F refers to frequency and % refers to percentage. 

 

A final number of 186 respondents (study population) completed the questionnaire. Of the 186 

respondents, 113 were FLMs and 73 MLMs. Table 5.1 provides an indication of the realisation 

rate in relation to the target population of the study.  

 
Table 5.1: Realisation rate 

 

Target population 
Respondents who completed the 
questionnaires (study population) 

n % 

FLMs 262 113 43% 
MLMs 176 73 42% 
Total  438 186 43% 

 

Table 5.2 and Table 5.3 provide a summary of the demographic information used to construct 

the study population profile of FLMs and MLMs respectively. 
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Table 5.2: Demographic profile of FLM respondents 

FLM respondents 

Variables F % 

Gender Male 99 87.61 
Female 14 12.39 

Age 

18-22 0 0 
23-42 77 68.14 
43-62 36 31.86 
63+ 0 0 

Years of service Up to 5 years 29 25.66 
More than 5 years 84 74.34 

Region of work 

KZN Region 43 38.05 
North Region 26 23.01 
South Region 14 12.39 
Central Region 23 20.35 
*CIC/SSD/COF 7 6.19 

Highest 
qualification 

Grade 12 22 19.47 
Diploma / Degree 74 65.49 
Postgraduate degree 12 10.62 
Other 5 4.42 

Manager’s gender Male 89 78.76 
Female 24 21.24 

Estimation of 
manager’s age 

18-22 1 0.88 
23-42 92 81.42 
43-62 20 17.7 
63+ 0 0 

Manager’s race 

Black 41 36.28 
Coloured 2 1.77 
White 37 32.74 
Indian 33 29.20 
Other 0 0 

Manager’s 
department of work 
 

Sales & Marketing 28 24.78 
Manufacturing 28 24.78 
Distribution 8 7.08 
Warehouse 31 27.43 
Support Function 9 7.96 
Other  9 7.96 

*Abbreviations used: CIC = Customer Interactive Centre, SSD = Sales Services Division, COF = Central 
Office 
 

Table 5.2 indicates that the FLM respondents mainly consisted of male respondents (87.61%). 

The majority of the FLM respondents were between the ages of 23 and 42 (68.14%). Most FLM 

respondents had more than five years of service at ABI (74.34%) and worked in the KZN region 

(38.05%). As far as their highest qualification was concerned, it was found that the majority of 

FLM respondents had a diploma or degree (65.49%).  
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Concerning their direct managers’ (MLMs) demographic information, 78.76% of the FLM 

respondents reported to male managers between the ages of 23 and 42 (81.42%). Most direct 

managers were black (36.28%). With regard to the department of work, an equal number of 

direct managers worked in Sales and Marketing (24.78%) and Manufacturing (24.78%).  

 

Table 5.3: Demographic profile of MLM respondents 

MLM respondents 

Variables F % 

Gender Male 50 68.49 
Female 23 31.51 

Age 

18-22 0 0 
23-42 48 65.75 
43-62 24 32.88 
63+ 1 1.37 

Years of service Up to 5 years 20 27.40 
More than 5 years 53 72.60 

Race 

Black 17 23.29 
Coloured 4 5.48 
White 30 41.10 
Indian 22 30.14 
Other 0 0 

Region of work 

KZN Region 21 28.77 
North Region 10 13.70 
South Region 15 20.55 
Central Region 11 15.07 
*CIC/SSD/COF 16 21.92 

Highest 
qualification 
 

Grade 12 7 9.59 
Diploma / Degree 46 63.01 
Postgraduate degree 17 23.29 
Other 3 4.11 

Department of 
work 

Sales & Marketing 32 43.84 
Manufacturing 11 15.07 
Distribution 4 5.48 
Warehouse 1 1.37 
Support Function 19 26.03 
Other 6 8.22 

*Abbreviations used: CIC = Customer Interactive Centre, SSD = Sales Services Division, COF = Central 
Office 
 

Table 5.3 indicates that the MLM respondents mainly consisted of male respondents (68.49%). 

The majority of the MLM respondents were between the ages of 23 and 42 (65.75%). Most 

MLM respondents had more than five years of service at ABI (72.60%) and worked in the KZN 

region (28.77%). As far as their highest qualification was concerned, it was found that the 

majority of MLM respondents had a diploma or degree (63.01%) and 23.29% of the 
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respondents had a postgraduate degree. Concerning the department of work, 43.84% of the 

MLM respondents were working in Sales and Marketing. 

 

5.3 ASSESSING RELIABILITY AND VALIDITY  
 

In this section the reliability and validity of the measurement scales used in this study were 

assessed by means of calculating Cronbach’s alpha coefficients and conducting CFA 

respectively (see par. 4.3.5.1). 

 

5.3.1 Reliability 
 

Cronbach’s alpha coefficients were calculated in order to determine internal consistency 

reliability of all scales measuring performance culture perceptions and managerial 

competencies. Furthermore, the reliability of all the measurement scales used, are reported in 

Tables 5.4 and 5.5 that follow, whereas the main findings derived from this data analysis are 

reported in par. 5.6.1. 

 

Table 5.4 indicates the Cronbach’s alpha coefficients for the two factors used in Section B, 

performance culture perception and Table 5.5 present the Chronbach’s alpha coefficients for 

the four managerial competencies used in Section C for the FLM and MLM questionnaires.    

 
Table 5.4: Section B: Cronbach’s alpha coefficients for performance culture perception 

factors 

Factor 
Cronbach’s alpha coefficient 

FLMs and MLMs 

Business performance culture 
extent (5 statements) 0.897 

Employee performance culture 
extent (4 statements) 0.878 

 
It is evident from Table 5.4 and Table 5.5 that the Cronbach’s alpha coefficients are above 0.7 

for both scales measuring performance culture perceptions amongst respondents, as well as all 

four managerial competencies (based upon FLM respondents’ assessment of MLMs’ 

managerial competencies as well as MLM respondents’ assessment of their own managerial 

competencies) indicating an acceptable level of reliability. Subsequently, overall mean scores 

could be calculated for the two scales measuring performance culture perceptions amongst 

respondents, as well as all four managerial competencies (based upon FLM respondents’ 

assessment of MLMs’ managerial competencies as well as MLM respondents’ assessment of 

their own managerial competencies). This was done in order to draw comparisons within the 
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FLM and MLM groups based upon gender, years of services, race, age and qualification, as 

well as comparisons drawn between the FLM and MLM groups based upon the business’s 
performance culture perceptions and MLM managerial competencies.  

 
Table 5.5:  Section C: Cronbach’s alpha coefficients for managerial competencies 

Competency 
Cronbach’s alpha coefficient 

FLMs MLMs 

Communication competency  
(8 statements) 0.960 0.896 

Planning and administration 
competency  
(8 statements) 

0.959 0.879 

Teamwork competency  
(8 statements) 0.961 0.910 

Emotional intelligence 
competency 
(8 statements) 

0.960 0.843 

 

5.3.2 Validity 
 

Confirmatory factor analyses (CFA) were conducted to confirm the factors and assess the 

validity of each of the scales measuring performance culture perceptions (section B) and 

managerial competencies (section C), for the FLM and MLM questionnaires. Furthermore, the 

validity of the measurement scales are reported in Tables 5.6 and 5.7 that follow, whereas the 

main findings derived from this data analysis are reported in par. 5.6.1.  

 

Table 5.6 presents the results for the two performance culture perception factors with their 

corresponding Measure of Sample Adequacy (MSA), number of factors retained, percentage 

variance explained and the highest and lowest communality estimates. Eigenvalues, equal or 

larger than one, indicate the number of factors retained. 

 
Based upon Table 5.6, the results of the CFA conducted on the five statements measuring 

business performance culture extent realised an MSA of 0.85 which is acceptable, since it is 

above the cut-off point of 0.5. Furthermore, the communalities for the statements contained in 

the factor range between 0.78 and 0.57 and only one factor was subsequently confirmed, 

explaining 71.26% of the variance. 
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Table 5.6: Section B: Results of CFAs conducted for performance culture perception 
factors 

FLMs and MLMs 

Factor MSA 
Number of 

factors 
retained 

Percentage 
of variance 
explained 

Communality 

Highest Lowest 

Business 
performance culture 
extent 

0.85 1 71.26 0.78 0.57 

Employee 
performance culture 
extent 

0.82 1 73.34 0.80 0.59 

 

The results of the CFA conducted on the four statements measuring employee performance 

culture extent realised an MSA of 0.82 which is acceptable, since it is above the cut-off point of 

0.5. Furthermore, the communalities for the statements contained in the factor range between 

0.80 and 0.59 and only one factor was subsequently confirmed, explaining 73.34% of the 

variance.  

 

Table 5.7 presents the results for the four managerial competencies with their corresponding 

Measure of Sample Adequacy (MSA), number of factors retained, percentage variance 

explained and the highest and lowest communality estimates. Eigenvalues, equal or larger than 

one, represent the number of factors retained.  

 
Based upon Table 5.7, the results of the CFA conducted on the eight statements measuring the 

communication competency of MLMs as assessed by FLM respondents, realised an MSA of 

0.94, which is above the cut-off point of 0.5. Furthermore, the communalities for the statements 

contained in the factor range between 0.84 and 0.65 and only one factor was retained, 

explaining the 78.41% variance. The results of the CFA conducted on the eight statements 

measuring MLM respondents’ assessment of their own communication competency realised an 

MSA of 0.88, which is above the cut-off point of 0.5. Furthermore, the communalities for the 

statements contained in the factor range between 0.73 and 0.49, and only one factor was 

retained explaining the 58.99% variance.  

 
The CFA conducted on the eight statements measuring the planning and administration 

competency of MLMs as assessed by FLM respondents, realised an MSA of 0.94, which is 

above the cut-off point of 0.5. Furthermore, the communalities for the statements contained in 

the factor range between 0.86 and 0.74, and only one factor was retained explaining the 

78.20% variance. The results of the CFA conducted on the eight statements measuring MLM 
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respondents’ assessment of their own planning and administration competency realised an 

MSA of 0.89, which is above the cut-off point of 0.5. Furthermore, the communalities for the 

statements contained in the factor range between 0.67 and 0.38, and only one factor was 

retained explaining the 54.95% variance. 

 
Table 5.7: Section C: Results of CFAs conducted for managerial competencies 

Competency 

M
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Communality 

FL
M

s 

M
LM

s 

FL
M

s 

M
LM

s 

FL
M

s 

M
LM

s FLMs MLMs 

H L H L 
Communication 
competency 0.94 0.88 1 1 78.41 58.99 0.84 0.65 0.73 0.49 

Planning and 
administration 
competency 

0.94 0.89 1 1 78.20 54.95 0.86 0.74 0.67 0.38 

Teamwork 
competency 0.94 0.90 1 1 79.58 61.96 0.86 0.68 0.75 0.54 

Emotional 
intelligence 
competency 

0.94 0.86 1 2 78.35 63.11 0.85 0.69 0.76 0.48 

(Abbreviations used: H = Highest, L = Lowest) 

 

The CFA conducted on the eight statements measuring the teamwork competency of MLMs as 

assessed by FLM respondents, realised an MSA of 0.94, which is above the cut-off point of 0.5. 

Furthermore, the communalities for the statements contained in the factor range between 0.86 

and 0.68, and only one factor was retained explaining the 79.58% variance. The results of the 

CFA conducted on the eight statements measuring MLM respondents’ assessment of their own 

teamwork competency realised an MSA of 0.90, which is above the cut-off point of 0.5. 

Furthermore, the communalities for the statements contained in the factor range between 0.75 

and 0.54, and only one factor was retained explaining the 61.96% variance. 

 

The CFA conducted on the eight statements measuring the emotional intelligence competency 

of MLMs as assessed by FLM respondents, realised an MSA of 0.94, which is above the cut-off 

point of 0.5. Furthermore, the communalities for the statements contained in the factor range 

between 0.85 and 0.69, and only one factor was retained explaining the 78.35% variance. The 

results of the CFA conducted on the eight statements measuring MLM respondents’ 

assessment of their own emotional intelligence competency realised an MSA of 0.86, which is 

above the cut-off point of 0.5.  
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Two factors were retained for the 8 statements that explain the 63.11% variance. Furthermore, 

the communalities for these two factors range between 0.76 and 0.48. However, it was decided 

to define it as one factor due to the fact that the two factors correlated highly with each other. 

 

5.4 PERFORMANCE CULTURE AND MANAGERIAL COMPETENCY PERCEPTIONS 
 

The purpose of Section B was to measure the business’s performance culture perception 

among respondents (FLMs and MLMs). Section C, measured managerial competencies where 

FLM respondents were asked to assess their direct manager’s managerial competencies 

(MLMs) and MLM respondents had to assess their own managerial competencies (par. 

4.3.3.2.2). Descriptive statistical techniques namely means and standard deviations were 

determined for each of the statements constituting the scales measuring the performance 

culture perceptions (business performance culture extent and the employee performance 

culture extent) and managerial competencies (communication, planning and administration, 

teamwork and emotional intelligence) (par. 4.3.5.2.1). 

 

A five-point Likert scale (where 1 = strongly disagree and 5 = strongly agree) was used to 

indicate the extent to which respondents agreed with statements made in section B and section 

C. In a Likert scale, 3 represents the middle point and a mean higher than 4 generally indicates 

agreement, whereas a mean below 3 tends to lean towards disagreement.  

 

5.4.1 Performance culture 
 

Section B contained nine individual statements to measure the respondents’ perceptions of the 

business’s performance culture in terms of the business performance culture extent and the 

employee performance culture extent (par. 4.3.2.2.1). Furthermore, the respondents’ 

perceptions regarding the statements used to measure these two factors are reported in Tables 

5.8 and 5.9 that follow, whereas the main findings derived from this data analysis are reported 

in par. 5.6.2.1.  
 

Table 5.8 depicts the descriptive statistics (means and standard deviations) obtained for the five 

individual statements measuring the general perception of respondents towards the business 

performance culture extent. 
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which respondents agreed least was ‘ABI’s performance systems are structured to take 

corrective action where needed’ (mean = 4.01). 

 

Table 5.8: Section B: Respondents’ general perception of the business performance 
culture extent 

Statement 
n = 186 

Mean Standard 
deviation 
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ABI has systems in place to monitor 
corporate, service and individual performance  4.27 0.842 

ABI’s performance systems measure actual 
performance against plans and objectives 4.10 0.868 

ABI’s performance systems are structured to 
take corrective action where needed 4.01 0.909 

ABI has an understandable, compelling 
corporate mission, vision, values and goals  4.42 0.769 

ABI’s corporate mission, vision, values and 
goals are widely communicated 4.19 0.896 

Overall scores 4.20 0.722 
 
Table 5.9 depicts the descriptive statistics (means and standard deviations) obtained for the 

four individual statements measuring the general perception of respondents towards the 

employee performance culture extent. 

 

Table 5.9: Section B: Respondents general perception of the employee performance 
culture extent 

Statement 
n = 186 

Mean Standard 
deviation 
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There is an acceptance and understanding by 
all ABI employees that superior execution of 
agreed actions and good performance are a 
business priority 

4.15 0.892 

ABI’s employees are committed and 
motivated in their outputs 3.71 0.954 

ABI’s employees are always willing to do 
more than what is expected of them 3.63 0.978 

ABI’s employees understand and believe that 
they play an important part in the overall 
success of the business 

3.88 0.925 

Overall scores 3.84 0.803 
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Based upon Table 5.9, respondents agreed most with the statement ‘There is an acceptance 

and understanding by all ABI employees that superior execution of agreed actions and good 

performance are a business priority’ (mean = 4.15). The statement with which respondents 

agreed least was ‘ABI’s employees are always willing to do more than what is expected of them’ 

(mean = 3.63). 

 

The overall scores obtained from the descriptive statistics (means and standard deviations) for 

the two performance culture factors, are depicted in Tables 5.8 and 5.9. Furthermore, the 

respondents’ perceptions regarding these two performance culture factors, as reported in 

Tables 5.8 and 5.9 will follow, whereas the main findings derived from this data analysis are 

reported in par. 5.6.2.1. 

 

Based upon Tables 5.8 and 5.9, respondents agreed more with the business performance 

culture extent (mean = 4.20) than with the employee performance culture extent (mean = 3.84).  

 

5.4.2 Managerial competencies 
 
Section C contained 32 individual statements to measure managerial competencies, in terms of 

the communication (par. 5.4.2.1), planning and administration (par. 5.4.2.2), teamwork (par. 

5.4.2.3) and emotional intelligence competencies (par. 5.4.2.4), based on FLM respondents’ 

assessment of their MLMs’ managerial competencies, as well as MLM respondents’ 

assessment of their own managerial competencies (par. 4.3.2.2.1).  
 

Descriptive statistics (means and standard deviations) based upon the responses of FLM 

respondents for the 32 individual statements measuring the four managerial competencies are 

initially presented. Subsequently, the descriptive statistics based upon MLM respondents’ 

assessment of their own managerial competencies, are presented.   

 

5.4.2.1  Respondents’ perceptions towards the communication competency 
 
Table 5.10 depicts the results of the descriptive statistics (means and standard deviations) 

obtained for the 8 individual statements measuring the general perception of respondents 

towards the communication competency of the business’s MLMs. Furthermore, the 

respondents’ perceptions regarding the statements used to measure the communication 

competency are reported in Table 5.10 that follows, whereas the main findings derived from this 

data analysis are reported in par. 5.6.2.2.1. 
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Table 5.10: Section C: Respondents’ general perception towards the communication 
competency of the business’s MLMs 

Statement 
Mean Standard deviation 

FLMs MLMs FLMs MLMs 
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Managers give information that 
enables employees to compare 
their performance with their 
goals  

3.93 4.26 1.041 0.800 

Managers make sure they 
understand employees by 
paying  attention to them when 
they talk (ignore any distractions 
i.e. telephone, e-mails) 

3.79 4.27 1.160 0.731 

Managers encourage 
employees to voice their 
opinions 

3.91 4.66 1.265 0.558 

Managers speak and write 
clearly, concisely and effectively 4.04 4.41 0.967 0.723 

Managers encourage dialogue 
where all parties participate in 
the conversation 

3.75 4.38 1.130 0.659 

Managers inform employees of 
relevant events and activities, 
and keep them up to date 

3.88 4.47 1.140 0.728 

Managers use different 
communication media (verbal, 
written and electronic) to convey 
a message clearly 

4.02 4.21 1.069 0.781 

Managers negotiate effectively 
on behalf of the team over roles 
and resources 

3.64 4.16 1.111 0.727 

Overall scores 3.87 4.40 0.983 0.555 
 

Based upon Table 5.10, with regard to their MLMs’ communication competency, FLM 

respondents agreed most with the statements ‘Managers speak and write clearly, concisely and 

effectively’ (mean = 4.04) and ‘Managers use different communication media (verbal, written 

and electronic) to convey a message clearly’ (mean = 4.02). FLM respondents agreed the least 

with ‘Managers negotiate effectively on behalf of the team over roles and resources’ (mean = 

3.64) and ‘Managers encourage dialogue where all parties participate in the conversation’ 

(mean = 3.75). 

 

Based upon Table 5.10, regarding their own communication competency, MLM respondents 

agreed most with the statements ‘Managers encourage employees to voice their opinion’ (mean 

= 4.66) and ‘Managers inform employees of relevant events and activities, and keep them up to 

date’ (mean = 4.47). MLM respondents agreed the least with ‘Managers negotiate effectively on 

behalf of the team over roles and resources’ (mean = 4.16) and ‘Managers use different 
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communication media (verbal, written and electronic) to convey a message clearly’ (mean = 

4.21). 

 

5.4.2.2 Respondents’ perceptions towards the planning and administration competency 
 
Table 5.11 depicts the descriptive statistics (means and standard deviations) obtained for the 8 

individual statements measuring the general perception of respondents towards the planning 

and administration competency of the business’s MLMs. Furthermore, the respondents’ 

perceptions regarding the statements used to measure the planning and administration 

competency are reported in Table 5.11 that follows, whereas the main findings derived from this 

data analysis are reported in par. 5.6.2.2.2. 

 
Table 5.11: Section C: Respondents’ general perception towards the planning and 

administration competency of the business’s MLMs 

Statement 
Mean Standard deviation 

FLMs MLMs FLMs MLMs 
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Managers make timely 
decisions 3.81 4.22 1.122 0.712 

Managers take calculated risks 
and anticipate the 
consequences 

3.77 4.26 1.018 0.646 

Managers develop plans and 
keep to schedules to achieve 
specific goals efficiently 

3.78 4.23 1.147 0.657 

Managers assign priorities to 
tasks 3.91 4.44 1.023 0.666 

Managers determine, obtain 
and organise the necessary 
resources such as material, 
people and funds 

3.64 4.18 1.188 0.752 

Managers delegate 
responsibility for task 
completion 

3.99 4.25 0.977 0.778 

Managers set challenging 
goals for the team that are 
aligned with business goals 

4.03 4.33 0.995 0.668 

Managers formulate clear 
objectives to reach the team 
goals 

3.81 4.27 1.082 0.768 

Overall scores 3.84 4.24 0.945 0.578 
 

Based upon Table 5.11, with regard to their MLMs’ planning and administration competency, 

FLM respondents agreed most with the statements ‘Managers set challenging goals for the 

team that are aligned with business goals’ (mean = 4.03) and ‘Managers delegate responsibility 

for task completion’ (mean = 3.99). FLM respondents agreed the least with ‘Managers 
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determine, obtain and organise the necessary resources such as material, people and funds’ 

(mean = 3.64) and ‘Managers take calculated risks and anticipate the consequences’ (mean = 

3.77). 

 

Based upon Table 5.11, regarding their own planning and administration competency, MLM 

respondents agreed most with the statements ‘Managers assign priorities to tasks’ (mean = 

4.44) and ‘Managers set challenging goals for the team that are aligned with business goals’ 

(mean = 4.33). MLM respondents agreed the least with ‘Managers determine, obtain and 

organise the necessary resources such as material, people and funds’ (mean = 4.18) and 

‘Managers make timely decisions (mean = 4.22). 

 

5.4.2.3 Respondents’ perceptions towards the teamwork competency 
 
Table 5.12 depicts the descriptive statistics (means and standard deviations) obtained for the 8 

individual statements measuring the general perception of respondents towards the teamwork 

competency of the business’s MLMs. Furthermore, the respondents’ perceptions regarding the 

statements used to measure the teamwork competency are reported in Table 5.12 that follows, 

whereas the main findings derived from this data analysis are reported in par. 5.6.2.2.3. 

 
Based upon Table 5.12, with regard to their MLMs’ teamwork competency, FLM respondents 

agreed most with the statements ‘Managers expect employees to take responsibility for their 

actions’ (mean = 4.18) and ‘Managers keep the team moving towards its goals’ (mean = 3.91). 

FLM respondents agreed the least with ‘Managers inspire the team members and encourage 

commitment’ (mean = 3.72) and ‘Managers expect, recognise, praise and reward teamwork’ 

(mean = 3.74). 

 

Based upon Table 5.12, regarding their own teamwork competency, MLM respondents agreed 

most with the statements ‘Managers expect employees to take responsibility for their actions’ 

(mean = 4.64) and ‘Managers inspire the team members and encourage commitment’ (mean = 

4.42). MLM respondents agreed the least with ‘Managers appropriately staff the team, taking 

into account the value of diverse perspectives, technical competency needed, and development 

goals’ (mean = 4.14) and ‘Managers facilitate the allocation of tasks and responsibilities as 

appropriate to individual team members’ (mean = 4.25). 
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Table 5.12:  Section C: Respondents’ general perception towards the teamwork 
competency of the business’s MLMs 

Statement 
Mean Standard deviation 

FLMs MLMs FLMs MLMs 
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Managers inspire the team 
members and encourage 
commitment 

3.72 4.42 1.285 0.725 

Managers appropriately staff the 
team, taking into account the 
value of diverse perspectives, 
technical competency needed, 
and development goals 

3.79 4.14 1.089 0.787 

Managers provide employees 
with the necessary resources to 
achieve team goals 

3.82 4.40 1.151 0.618 

Managers motivate team 
members to come up with 
creative solutions 

3.80 4.41 1.219 0.663 

Managers expect employees to 
take responsibility for their 
actions 

4.18 4.64 0.848 0.586 

Managers expect, recognise, 
praise and reward teamwork 3.74 4.36 1.140 0.714 

Managers facilitate the 
allocation of tasks and 
responsibilities as appropriate to 
individual team members 

3.88 4.25 1.053 0.703 

Managers keep the team 
moving towards its goals 3.91 4.38 1.040 0.659 

Overall scores 3.85 4.28 0.985 0.651 
 

5.4.2.4 Respondents’ perceptions towards the emotional intelligence competency 
 
Table 5.13 depicts the descriptive statistics (means and standard deviations) obtained for the 8 

individual statements measuring the general perception of respondents towards the emotional 

intelligence competency of the business’s MLMs. Furthermore, the respondents’ perceptions 

regarding the statements used to measure the emotional intelligence competency are reported 

in Table 5.13 that follows, whereas the main findings derived from this data analysis are 

reported in par. 5.6.2.2.4. 

 
Based upon Table 5.13, with regard to their MLMs’ emotional intelligence competency, FLM 

respondents agreed most with the statements ‘Managers use their strengths to improve or 

compensate for their weaknesses’ (mean = 3.72) and ‘Managers trusts their team members’ 

(mean = 3.71). FLM respondents agreed the least with ‘Managers are willing to admit mistakes’ 

(mean = 3.45) and ‘Managers use constructive outlets to vent frustration and reduce tension’ 

(mean = 3.56). 
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Table 5.13:  Section C: Respondents’ general perception towards the emotional 
intelligence competency of the business’s MLMs 

Statement 
Mean Standard deviation 

FLMs MLMs FLMs MLMs 
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Managers show genuine sensitivity 
to the diverse needs, opinions and 
feelings of others 

3.63 4.42 1.159 0.723 

Managers build strong interpersonal 
relationships with a diverse range of 
people 

3.70 4.41 1.179 0.723 

Managers handle conflict  and 
disputes constructively 3.68 4.27 1.205 0.750 

Managers are willing to admit 
mistakes 3.45 4.53 1.309 0.689 

Managers trust their team members  3.71 4.33 1.244 0.800 
Managers use constructive outlets 
to vent frustration and reduce 
tension 

3.56 4.92 1.210 0.777 

Managers strike a reasonable 
balance between work and other life 
activities so that neither aspect of 
living is neglected 

3.67 4.74 1.121 1.028 

Managers use their strengths to 
improve or compensate for their 
weaknesses 

3.72 4.32 1.153 0.724 

Overall scores 3.64 4.41 1.060 0.614 
 

Based upon Table 5.13, regarding their own emotional intelligence competency, MLM 

respondents agreed most with the statements ‘Managers use constructive outlets to vent 

frustration and reduce tension’ (mean = 4.92) and ‘Managers strike a reasonable balance 

between work and other life activities so that neither aspect of living is neglected’ (mean = 4.74). 

MLM respondents agreed the least with ‘Managers handle conflict and disputes constructively’ 

(mean = 4.27) and ‘Managers use their strengths to improve or compensate for their 

weaknesses’ (mean = 4.32). 

 

The overall scores obtained from the descriptive statistics (means and standard deviations) for 

the four managerial competencies, are depicted in Tables 5.10-5.13. Furthermore, the 

respondents’ perceptions regarding these four managerial competencies, as reported in Tables 

5.10-5.13 will follow, whereas the main findings derived from this data analysis are reported in 

par. 5.6.2.2.5. 

 

Based upon Tables 5.10-5.13, with regard to their MLMs’ managerial competencies, FLM 

respondents agreed the most with the communication competency (mean = 3.87) and the least 

with the emotional intelligence competency (mean = 3.64). Regarding their own managerial 
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competencies, MLM respondents agreed most with the emotional intelligence competency 

(mean = 4.41) and the least with the communication competency (mean = 4.20).  

 
5.5 EFFECT SIZE AND PRACTICAL SIGNIFICANCE 
 

In order to assess whether practically significant differences exist between the means of two or 

more groups of respondents, effect sizes were calculated. An effect size indicates whether a 

statistically significant difference between the means of two or more groups is also practically 

significant. Practical significance was determined by means of effect sizes and in this study 

effect sizes with medium effect (d ≥ 0.5) are reported. Inferential statistical techniques namely 

independent samples t-tests were used to draw comparisons between two groups and one-way 

ANOVAs to compare more than two groups (par. 4.3.5.2.2.) 

 

The following section reports on the results of the statistical tests (independent samples t-tests 

and one-way ANOVAs) used to draw comparisons within the respective FLM and MLM groups 

based upon gender, years of services, race, age and qualification. The results furthermore 

report on comparisons made between the FLM and MLM groups based upon their business 

performance culture perceptions and their perceptions of MLMs’ managerial competencies 

(FLM rated the managerial competencies of their MLMs, and MLMs rated their own managerial 

competencies).  

 

With respect to the actual results being reported, only instances where a medium (at 0.5) or 

large (at 0.8 or larger) effect size was uncovered are reported. Furthermore, if a particular 

response category (group) representing a demographic variable (gender, years of services, 

race, age and qualification) yielded a low count, the particular response category (groups) was 

excluded from the comparison concerned. For example, with regard to the age variable for 

MLMs, only one respondent selected the ‘63 years and older’ response category and the data 

for the particular respondent was not taken into account for this particular comparison, since the 

group only constituted one respondent. 

 

5.5.1 Comparisons within groups 
 

Comparisons were made within groups (FLMs and MLMs) in terms of gender, years of services, 

race, age and qualification to uncover possible differences in how these managers perceive the 

business’s performance culture (business performance culture extent and employee 

performance culture extent) and the managerial competencies (communication, planning and 

administration, teamwork and emotional intelligence) of their MLMs.  
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5.5.1.1 Comparing FLM perceptions 
 

It was evident from statistical analysis that FLMs’ view of the business’s performance culture 

(business performance culture extent and employee performance culture extent) and their 

MLMs’ managerial competencies (communication, planning and administration, teamwork and 

emotional intelligence) do not differ in practice regarding age and years of service. However, a 

difference with a medium practical effect was found with regard to FLMs’ view of the business 

performance culture extent pertaining to the business’s performance culture and their MLMs’ 

managerial competencies (communication, planning and administration and teamwork) for 

different genders. Furthermore, the results of comparisons made in terms of FLM’s gender are 

reported in Table 5.14 that follows, whereas the main findings derived from this data analysis 

are reported in par. 5.6.3.1.1. 

 

A difference with a medium practical effect was also found with regard to FLMs’ view of their 

MLMs’ managerial competencies (communication, planning and administration and teamwork) 

for different qualifications (see Table 5.18). Furthermore, the results of comparisons made in 

terms of FLMs’ qualifications are reported in Table 5.15 that follows, whereas the main 

findings derived from this data analysis are reported in par. 5.6.3.1.1. 

 

Table 5.14 provides the results obtained from the independent samples t-test performed to 

compare the perceptions of male and female FLMs.  

 
Based upon Table 5.14, there is a medium practically significant difference between male FLMs 

(mean = 4.15) and female FLMs (mean = 3.57) with regard to their view of the business 

performance culture extent (d = 0.7) of the business’s performance culture. Furthermore, male 

FLMs perceive the business performance culture extent of the business’s performance culture 

practically significantly better than female FLMs perceive the business performance culture 

extent of the business’s performance culture to be. However, male FLMs and female FLMs do 

not differ in practice regarding their view of the employee performance culture extent (d = 0.2) of 

the business’s performance culture with respect to their gender. 

 

With regard to the four managerial competencies, the results were as follows: 

 

• Communication 
There is a medium practically significant difference between male FLMs (mean = 3.94) and 

female FLMs (mean = 3.38; d-value = 0.5) with regard to their perceptions of their MLMs’ 

communication competency. Furthermore, male FLMs perceive their MLMs’ communication 

competency practically significantly better than female FLMs perceive their MLMs’ 

communication competency to be. 
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Table 5.14: A comparison of FLM perceptions based upon gender 

Competency Gender N Mean Std 
Dev p-value d-value 

Performance Culture 
Business 
performance 
culture extent 

Male 99 4.15 0.73 
˂0.05* 0.7▲ 

Female 14 3.57 0.86 

Employee 
performance 
culture extent 

Male 99 3.83 0.84 
0.40 0.2 

Female 14 3.63 0.80 

Managerial competencies 

Communication 
Male 99 3.94 0.96 

0.05 0.5▲ 
Female 14 3.38 1.07 

Planning and 
administration 

Male 99 3.92 0.92 
0.06 0.6▲ 

Female 14 3.33 1.02 

Teamwork 
Male 99 3.93 0.96 

˂0.05* 0.6▲ 
Female 14 3.29 1.04 

Emotional 
intelligence 

Male 99 3.70 1.03 
0.15 0.4 

Female 14 3.19 1.21 
* Statistically significant difference between the means of groups at a level of 0.05 
▲Medium effect in practice 

 

• Planning and administration 
There is a medium practically significant difference between male FLMs (mean = 3.92) and 

female FLMs (mean = 3.33; d-value = 0.6) with regard to their perceptions of their MLMs’ 

planning and administration competency. Furthermore, male FLMs perceive their MLMs’ 

planning and administration competency practically significantly better than female FLMs 

perceive their MLMs’ planning and administration competency to be. 

 

• Teamwork 
There is a medium practically significant difference between male FLMs (mean = 3.93) and 

female FLMs (mean = 3.29; d-value = 0.6) with regard to their perceptions of their MLMs’ 

teamwork competency. Furthermore, male FLMs perceive their MLMs’ teamwork competency 

practically significantly better than female FLMs perceive their MLMs’ teamwork competency to 

be. 

 

• Emotional intelligence 
Male FLMs and female FLMs do not differ in practice regarding their view of the emotional 

intelligence competency (d=0.4) of their MLMs’. 
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With regard to qualification, Table 5.15 provides the results obtained from the one-way 

ANOVA performed to compare the perceptions of the grade 12, diploma or degree, and 

postgraduate degree FLM groups. 

 

Table 5.15:  A comparison of FLM perceptions based upon qualification 

Competency 
Q

ua
lif

ic
at

io
n 

N 

M
ea

n 

St
d 

D
ev

 

Tu
ke

y’
s 

co
m

pa
ris

on
s*

 

Q
ua

lif
ic

at
io

n d-value 

G1 G2 G3 

Performance Culture 

Employee 
performance 
culture extent 

Grade 12 22 4.28 0.78 

None 

G1  0.4 0.1 

Diploma/  
Degree 74 3.97 0.75 G2 0.4  0.4 

Postgraduate 
degree 12 4.33 0.83 G3 0.1 0.4  

Business 
performance 
culture extent 

Grade 12 22 3.90 0.82 

None 

G1  0.2 0.1 

Diploma/  
Degree 74 3.75 0.86 G2 0.2  0.2 

Postgraduate 
degree 12 3.92 0.86 G3 0.1 0.2  

Managerial competencies 

Communication 

Grade 12 22 4.29 0.64 

G1-G2 

G1  0.5▲ 0.5▲ 

Diploma/  
Degree 74 3.72 1.06 G2 0.5▲  0.1 

Postgraduate 
degree 12 3.85 0.95 G3 0.5▲ 0.1  

Planning and 
administration 

Grade 12 22 4.17 0.68 

None 

G1  0.5▲ 0.3 

Diploma/  
Degree 74 3.71 1.00 G2 0.5▲  0.2 

Postgraduate 
degree 12 3.91 0.98 G3 0.3 0.2  

Teamwork 

Grade 12 22 4.22 0.71 

None 

G1  0.5▲ 0.4 

Diploma/  
Degree 74 3.73 1.04 G2 0.5▲  0.1 

Postgraduate 
degree 12 3.78 1.06 G3 0.4 0.1  

Emotional 
intelligence 

Grade 12 22 3.94 0.78 

None 

G1  0.4 0.4 

Diploma/  
Degree 74 3.54 1.14 G2 0.4  0.0 

Postgraduate 
degree 12 3.54 1.12 G3 0.4 0.0  

*Statistically significant difference between the means of groups at a level of 0.05  
▲Medium effect in practice 
 (Abbreviations used: G1 = Grade 12, G2 = Diploma/Degree, G3 = Postgraduate degree) 
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Based upon Table 5.15, regarding the business’s performance culture (business performance 

culture extent and the employee performance culture extent), no practically significant 

differences were uncovered with respect to the qualification(s) of FLMs (d-values ≤ 0.4).  

 

With regard to the four managerial competency competencies, the results were as follows: 

 

• Communication 
There is a medium practically significant difference between FLMs with a grade 12 qualification 

(mean = 4.29) and FLMs with a diploma/degree (mean = 3.72; d-value = 0.5) with regard to their 

perception of their MLMs’ communication competency. Furthermore, FLMs with a grade 12 

qualification perceive their MLMs’ communication competency practically significantly better 

than FLMs with a diploma/degree perceive their MLMs’ communication competency to be. 

 

There is a medium practically significant difference between FLMs with a grade 12 qualification 

(mean = 4.29) and FLMs with a diploma/degree (mean = 3.85; d-value = 0.5) with regard to their 

perception of their MLMs’ communication competency. Furthermore, FLMs with a grade 12 

qualification perceive their MLMs’ communication competency practically significantly better 

than FLMs with a postgraduate degree perceive their MLMs’ communication competency to be. 

FLMs with a diploma or degree and FLMs with a postgraduate degree do not differ in practice 

regarding their MLMs’ communication competency (d = 0.1). 

 

• Planning and administration 
There is a medium practically significant difference between FLMs with a grade 12 qualification 

(mean = 4.17) and FLMs with a diploma/degree (mean = 3.71; d-value = 0.5) with regard to their 

perception of their MLMs’ planning and administration competency. Furthermore, FLMs with a 

grade 12 qualification perceive their MLMs’ planning and administration competency practically 

significantly better than FLMs with a diploma/degree perceive their MLMs’ planning and 

administration competency to be. 

 

FLMs with a grade 12 qualification and FLMs with a postgraduate degree do not differ in 

practice regarding their MLMs’ planning and administration competency (d = 0.3).  

 

FLMs with a diploma or degree and FLMs with a postgraduate degree do not differ in practice 

regarding their MLMs’ planning and administration competency (d = 0.2). 

 

• Teamwork 
There is a medium practically significant difference between FLMs with grade a 12 qualification 

(mean = 4.22) and FLMs with a diploma/degree (mean = 3.73; d-value = 0.5) with regard to their 
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perception of their MLMs’ teamwork competency. Furthermore, FLMs with a grade 12 

qualification perceive their MLMs’ teamwork competency practically significantly better than 

FLMs with a diploma/degree perceive their MLMs’ teamwork competency to be. 

 

FLMs with a grade 12 qualification and FLMs with a postgraduate degree do not differ in 

practice regarding their MLMs’ teamwork competency (d = 0.4).  

 

FLMs with a diploma or degree and FLMs with a postgraduate degree do not differ in practice 

regarding their MLMs’ teamwork competency (d = 0.1). 

 

• Emotional intelligence 
FLMs with a grade 12 qualification and FLMs with a diploma/degree do not differ in practice 

regarding their MLMs’ emotional intelligence competency (d = 0.4). 

 

FLMs with a grade 12 qualification and FLMs with a postgraduate degree do not differ in 

practice regarding their MLMs’ emotional intelligence competency (d = 0.4).   

 

FLMs with a diploma or degree and FLMs with a postgraduate degree do not differ in practice 

regarding their MLMs’ emotional intelligence competency (d = 0.0). 

 
5.5.1.2 Comparing MLM perceptions 
 
It was evident from statistical analysis that MLMs’ view of the business’s performance culture 

(business performance culture extent and employee performance culture extent) and their own 

managerial competencies (communication, planning and administration, teamwork and 

emotional intelligence) do not differ in practice regarding race, years of service, gender and 

qualification. However, a difference with a medium practical effect was found with regard to 

MLMs’ view of their own managerial competencies (communication, planning and 

administration, teamwork and emotional intelligence) for different ages. Furthermore, the results 

of comparisons made in terms of MLMs’ ages are reported in Table 5.16 that follows, whereas 

the main findings derived from this data analysis are reported in par. 5.6.3.1.2. 

 
Table 5.16 provides the results obtained from the independent samples t-test performed to 

compare the perceptions of 23 to 42-year-old and 43 to 62-year-old MLM groups. 
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Table 5.16: A comparison of MLM perceptions based upon age 

Competency Age N Mean Std 
Dev p-value d-value 

Performance Culture 
Business 
performance 
culture extent 

23-42 48 4.29 0.65 
0.05* 0.4 

43-62 24 4.57 0.52 
Employee 
performance 
culture extent 

23-42 48 3.78 0.82 
˂0.05* 0.4 

43-62 24 4.13 0.57 
Managerial competencies 

Communication 23-42 48 4.25 0.59 
˂0.05* 0.5▲ 43-62 24 4.45 0.38 

Planning and 
administration 

23-42 48 4.16 0.54 
˂0.05* 0.6▲ 43-62 24 4.49 0.42 

Teamwork 23-42 48 4.26 0.55 
˂0.05* 0.6▲ 43-62 24 4.59 0.46 

Emotional 
intelligence 

23-42 48 4.14 0.60 
˂0.05* 0.5▲ 43-62 24 4.43 0.35 

* Statistically significant difference between the means of groups at a level of 0.05 
▲Medium effect in practice 
 

Based upon Table 5.16 regarding the business’s performance culture (business performance 

culture extent and the employee performance culture extent), no practically significant 

differences were uncovered with respect to different MLM age groups (d-values = 0.4) 

 

With regard to the four managerial competencies, the results were as follows: 

 

• Communication 
There is a medium practically significant difference between 23 to 42-year-old MLMs (mean = 

4.25) and 43 to 62-year-old MLMs (mean = 4.45; d-value = 0.5) with regard to their perception 

of their own communication competency. Furthermore, 43 to 62-year-old MLMs perceive their 

own communication competency practically significantly better than 23 to 42-year-old MLMs 

perceive their own communication competency to be. 

 

• Planning and administration 
There is a medium practically significant difference between 23 to 42-year-old MLMs (mean = 

4.16) and 43 to 62-year-old MLMs (mean = 4.49; d-value = 0.6) with regard to their perception 

of their own planning and administration competency. Furthermore, 43 to 62-year-old MLMs 

perceive their own planning and administration competency practically significantly better than 

23 to 42-year-old MLMs perceive their own planning and administration competency to be. 
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• Teamwork 
There is a medium practically significant difference between 23 to 42-year-old MLMs (mean = 

4.26) and 43 to 62-year-old MLMs (mean = 4.59; d-value = 0.6) with regard to their perception 

of their own teamwork competency. Furthermore, 43 to 62-year-old MLMs perceive their own 

teamwork competency practically significantly better than 23 to 42-year-old MLMs perceive their 

own teamwork competency to be. 

 

• Emotional intelligence 
There is a medium practically significant difference between 23 to 42-year-old MLMs (mean = 

4.14) and 43 to 62-year-old MLMs (mean = 4.43; d-value = 0.5) with regard to their perception 

of their own emotional intelligence competency. Furthermore, 43 to 62-year-old MLMs perceive 

their own emotional intelligence competency practically significantly better than 23 to 42-year-

old MLMs perceive their own emotional intelligence competency to be. 

 
5.5.2 Comparisons between groups 
 

Comparisons were made between FLMs and MLMs to determine how they perceive the 

business’s performance culture (business performance culture extent and employee 

performance culture extent). Furthermore, comparisons were made between how FLMs 

perceive their MLMs’ managerial competencies (communication, planning and administration, 

teamwork and emotional intelligence) and how MLMs perceive their own managerial 

competencies (communication, planning and administration, teamwork and emotional 

intelligence) to be. Furthermore, the results of comparisons made between FLM and MLM 

groups are reported in Table 5.17 that follows, whereas the main findings derived from this data 

analysis are reported in par. 5.6.3.2.  
 

Table 5.17 provides the results obtained from the independent samples t-test performed to 

compare the perceptions of FLMs and MLMs regarding the business’s performance culture and 

MLM managerial competencies. 

 
Based upon Table 5.17 with respect to the business’s performance culture (business 

performance culture extent and the employee performance culture extent), no practically 

significant differences were uncovered between FLMs and MLMs (d-values ≤ 0.4). 
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Table 5.17: A comparison between FLM and MLM perceptions 

Competency Group N Mean Std 
Dev p-value d-value 

Performance Culture 
Business 
performance 
culture extent 

MLMs 73 4.38 0.62 
˂0.05* 0.4 

FLMs 113 4.08 0.76 
Employee 
performance 
culture extent 

MLMs 73 3.9 0.76 
0.41 0.1 

FLMs 113 3.8 0.83 
Managerial competencies 

Communication MLMs 73 4.35 0.55 
˂0.05* 0.5▲ FLMs 113 3.87 0.98 

Planning and 
administration 

MLMs 73 4.27 0.52 
˂0.05* 0.5▲ FLMs 113 3.84 0.95 

Teamwork MLMs 73 4.38 0.54 
˂0.05* 0.5▲ FLMs 113 3.85 0.99 

Emotional 
intelligence 

MLMs 73 4.24 0.54 
˂0.05* 0.6▲ FLMs 113 3.64 1.06 

*Statistically significant at 0.05 level 
▲Medium effect in practice 
 

With regards to the four managerial competencies, the results were as follows: 

 

• Communication 
There is a medium practically significant difference between FLMs (mean = 3.87) and MLMs 

(mean = 4.35; d-value = 0.5) with regard to their perceptions of MLMs’ communication 

competency. Furthermore, MLMs perceive their own communication competency practically 

significantly better than FLMs perceive their MLMs’ communication competency to be. 

 

• Planning and administration 
There is a medium practically significant difference between FLMs (mean = 3.84) and MLMs 

(mean = 4.27; d-value = 0.5) with regard to their perceptions of MLMs’ planning and 

administration competency. Furthermore, MLMs perceive their own planning and administration 

competency practically significantly better than FLMs perceive their MLMs’ planning and 

administration competency to be. 

 

• Teamwork 
There is a medium practically significant difference between FLMs (mean = 3.85) and MLMs 

(mean = 4.38; d-value = 0.5) with regard to their perceptions of MLMs’ teamwork competency. 

Furthermore, MLMs perceive their own teamwork competency practically significantly better 

than FLMs perceive their MLMs’ teamwork competency to be. 
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• Emotional intelligence 
There is a medium practically significant difference between FLMs (mean = 3.64) and MLMs 

(mean = 4.24; d-value = 0.6) with regard to their perceptions of MLMs’ emotional intelligence 

competency. Furthermore, MLMs perceive their own emotional intelligence competency 

practically significantly better than FLMs perceive their MLMs’ emotional intelligence 

competency to be. 

 

5.6 MAIN FINDINGS 
 
This section presents a summary of main findings formulated based on all the results reported 

throughout Chapter 5.  Main findings will furthermore be reported in terms of the sequence of 

the respective statistical techniques used in this study. This section aims to give a 

comprehensive view of the results obtained for this study.  

 

5.6.1 Reliability and validity  
 

Pertaining to the reliability (par. 5.3.1, Table 5.4) of the scales measuring the performance 

culture factors, the following main finding can be observed with respect to both FLMs’ and 

MLMs’ assessment of the business’s performance culture. Pertaining to the reliability (par. 

5.3.1, Table 5.5) of the scales measuring the managerial competencies, the following main 

finding can be observed with respect to FLMs’ assessment of MLMs’ managerial competencies, 

as well as MLMs assessment of their own managerial competencies: 

 

• Main finding 1: The scales measuring business performance culture extent and employee 

performance culture extent were found to be reliable measures of these two factors. 

 

• Main finding 2: The scales measuring the communication, planning and administration, 

teamwork and emotional intelligence managerial competencies were found to be reliable 

measures of these four competencies. 

 

Pertaining to the validity (par. 5.3.2, Table 5.6) of the scales measuring the performance culture 

factors, the following main finding can be observed with respect to both FLMs’ and MLMs’ 

assessment of the business’s performance culture. Pertaining to the validity (par. 5.3.2, Table 

5.7) of the scales measuring the managerial competencies, the following main finding can be 

observed with respect to FLMs’ assessment of MLMs’ managerial competencies as well as 

MLMs assessment of their own managerial competencies: 
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• Main finding 3: The scales measuring business performance culture extent and employee 

performance culture extent were found to be valid measures of these two factors. 

 

• Main finding 4: The scales measuring communication, planning and administration, 

teamwork and emotional intelligence managerial competencies were found to be valid 

measures of these four factors.  

 

5.6.2 Performance culture and managerial competency perceptions 
 

The following subsection (par. 5.6.2.1) contains the main findings regarding respondents’ 

perceptions of the business performance culture extent and employee performance culture 

extent of the business (par. 5.4.1).  

 

5.6.2.1 Performance culture perceptions 
 

Pertaining to respondents’ (FLMs and MLMs) general perceptions regarding the statements 

used to measure the business performance culture extent of the business (par. 5.4.1, Table 

5.8), the following main findings can be formulated:  

 

• Main finding 5: Respondents agreed most with the statement that ABI has an 

understandable, compelling corporate mission, vision, values and goals.  

 

• Main finding 6: Respondents agreed least with the statement that ABI’s performance 

systems are structured to take corrective action where needed. 

 

Pertaining to respondents’ (FLMs and MLMs) general perceptions regarding the statements 

used to measure the employee performance culture extent of the business (par. 5.4.1, Table 

5.9) the following main findings can be formulated:  

 

• Main finding 7: Respondents agreed most with the statement that there is an acceptance 

and understanding by all ABI employees that superior execution of agreed actions and good 

performance are a business priority. 

 

• Main finding 8: Respondents agreed least with the statement that ABI’s employees are 

always willing to do more than what is expected of them. 
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Pertaining to the general perceptions of FLMs and MLMs towards the two respective 

performance culture factors (par. 5.4.1, Tables 5.8 and 5.9), the following main finding can be 

formulated: 

 

• Main finding 9: Respondents agreed more with the business performance culture extent 

than the employee performance culture extent of the business. 

 
5.6.2.2 Managerial competency perceptions 
 
The following subsections (par. 5.6.2.2.1-5.6.2.2.4) contain the main findings regarding 

respondents’ perceptions of the communication (par. 5.4.2.1), planning and administration (par. 

5.4.2.2), teamwork (par. 5.4.2.3), and emotional intelligence (par. 5.4.2.4) managerial 

competencies. Main findings regarding the general perceptions of FLMs and MLMs towards the 

respective managerial competencies are reported in par. 5.6.2.2.5. 

 

Main findings based upon the responses of FLMs (assessment of their MLMs’ managerial 

competencies) are initially presented. Subsequently, main findings based upon responses of 

MLMs (assessment of their own managerial competencies) are presented.    

 
5.6.2.2.1 Communication competency 
 

Pertaining to the general perceptions of FLMs towards the statements used to measure the 

communication competency of their MLMs (par. 5.4.2.1, Table 5.10), the following main findings 

can be formulated:  

 

• Main finding 10: FLM respondents agreed most with the statements that managers speak 

and write clearly, concisely and effectively, and that managers use different communication 

media (verbal, written and electronic) to convey a message clearly. 

 

• Main finding 11: FLM respondents agreed least with the statements that managers 

encourage dialogue where all parties participate in the conversation and that managers 

negotiate effectively on behalf of the team over roles and resources. 

 

Pertaining to the general perceptions of MLMs towards the statements used to measure their 

own communication competency (par. 5.4.2.1, Table 5.10), the following main findings can be 

formulated:  
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• Main finding 12: MLM respondents agreed most with the statements that managers 

encourage employees to voice their opinions and managers inform employees of relevant 

events and activities, and keep them up to date.  
 

• Main finding 13: MLM respondents agreed least with the statements that managers use 

different communication media (verbal, written and electronic) to convey a message clearly 

and that managers negotiate effectively on behalf of the team over roles and resources. 

 

5.6.2.2.2 Planning and administration competency 
 
Pertaining to the general perceptions of FLMs towards the statements used to measure the 

planning and administration competency of their MLMs (par. 5.4.2.2, Table 5.11), the following 

main findings can be formulated:  

 

• Main finding 14: FLM respondents agreed most with the statements that managers delegate 

responsibility for task completion and that managers set challenging goals for the team that 

are aligned with business goals. 

 

• Main finding 15: FLM respondents agreed least with the statements that managers take 

calculated risks and anticipate the consequences and that managers determine, obtain and 

organise the necessary resources such as material, people and funds. 

 

Pertaining to the general perceptions of MLMs towards the statements used to measure their 

own planning and administration competency (par. 5.4.2.2, Table 5.11), the following main 

findings can be formulated:  

 

• Main finding 16: MLM respondents agreed most with the statements that managers assign 

priorities to tasks and that managers set challenging goals for the team that are aligned with 

business goals. 

 

• Main finding 17: MLM respondents agreed least with the statements that managers make 

timely decisions and that managers determine, obtain and organise the necessary resources 

such as material, people and funds. 
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5.6.2.2.3  Teamwork competency 
 

Pertaining to the general perceptions of FLMs towards the statements used to measure the 

teamwork competency of their MLMs (par. 5.4.2.3, Table 5.12), the following main findings can 

be formulated:  

 

• Main finding 18: FLM respondents agreed most with the statements that managers expect 

employees to take responsibility for their actions and that managers keep the team moving 

towards its goals. 

 

• Main finding 19: FLM respondents agreed least with the statements that managers inspire 

the team members and encourage commitment and that managers expect, recognise, praise 

and reward teamwork. 

 

Pertaining to the general perceptions of MLMs towards the statements used to measure their 

own teamwork competency (par. 5.4.2.3, Table 5.12), the following main findings can be 

formulated:  

 

• Main finding 20: MLM respondents agreed most with the statements that managers inspire 

the team members and encourage commitment and that managers expect employees to 

take responsibility for their actions. 

 

• Main finding 21: MLM respondents agreed least with the statements that managers 

appropriately staff the team, taking into account the value of diverse perspectives, technical 

competency needed, and development goals, and that managers facilitate the allocation of 

tasks and responsibilities as appropriate to individual team members. 

 
5.6.2.2.4 Emotional intelligence competency 
 

Pertaining to the general perceptions of FLMs towards the statements used to measure the 

emotional intelligence competency of their MLMs (par. 5.4.2.4, Table 5.13), the following main 

findings can be formulated:  

 

• Main finding 22: FLM respondents agreed most with the statements that managers trust 

their team members and that managers use their strengths to improve or compensate for 

their weaknesses. 
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• Main finding 23: FLM respondents agreed least with the statements that managers are 

willing to admit mistakes and that managers use constructive outlets to vent frustration and 

reduce tension. 

 

Pertaining to the general perceptions of MLMs towards the statements used to measure their 

own emotional intelligence competency (par. 5.4.2.4, Table 5.13), the following main findings 

can be formulated:  

 

• Main finding 24: MLM respondents agreed most with the statements that managers use 

constructive outlets to vent frustration and reduce tension and that managers strike a 

reasonable balance between work and other life activities so that neither aspect of living is 

neglected. 

 

• Main finding 25: MLM respondents agreed least with the statements that managers handle 

conflict and disputes constructively and that managers use their strengths to improve or 

compensate for their weaknesses. 

 

5.6.2.2.5 Managerial competency perceptions  
 

Pertaining to the general perceptions of FLMs and MLMs towards the respective managerial 

competencies (par. 5.4.2.5, Tables 5.10-5.13), the following main findings can be formulated: 

  

• Main finding 26: With respect to the managerial competencies of their MLMs, FLM 

respondents agreed most with the communication competency and least with the emotional 

intelligence competency. 

 

• Main finding 27: With respect to their own managerial competencies, MLM respondents 

agreed most with having emotional intelligence competence and least with having 

communication competence.  

 
5.6.3 Effect size and practical significance 
 
Comparisons were made within groups (FLMs and MLMs) in terms of gender, years of services, 

race, age and qualification, as well as between groups in order to uncover possible differences 

in how these managers perceive the business’s performance culture (business performance 

culture extent and employee performance culture extent) and the managerial competencies 

relevant to this study (communication, planning and administration, teamwork and emotional 

intelligence) (par. 5.5.1). Main findings are based upon the responses of FLMs assessment of 
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their MLM’s managerial competencies, as well as responses of MLMs assessment of their own 

managerial competencies.    

 
Main findings based upon the comparisons within the FLM group (par. 5.5.1.1) are initially 

presented. Subsequently, main findings based upon the comparisons within the MLM group 

(par. 5.5.1.2) are presented.   

 

5.6.3.1  Comparisons within the groups 
 

The following sections present the main findings based upon the comparisons made within the 

respective groups.  

 

5.6.3.1.1 First-line managers 
 
With regard to comparisons within the FLM group (par. 5.5.1.1), the following main finding can 

be formulated:  

 

• Main finding 28: FLMs, irrespective of their age and years of service, do not differ in 

practice regarding their view of the business’s performance culture (in terms of the business 

performance culture extent and the employee performance culture extent) and their MLMs’ 

managerial competencies (in terms of the communication, planning and administration, 

teamwork and emotional intelligence).  

 

With regard to comparisons made in terms of FLMs’ gender (par. 5.5.1.1, Table 5.14), the 

following main findings can be formulated:  

 

• Main finding 29: Male FLMs perceive the business performance culture extent of the 

business’s performance culture practically significantly better than female FLMs perceive the 

business performance culture extent of the business’s performance culture to be.  

 

• Main finding 30: FLMs, irrespective of their gender, do not differ in practice regarding their 

view of the employee performance culture extent of the business’s performance culture.  
 

• Main finding 31: Male FLMs perceive their MLMs’ communication competency practically 

significantly better than female FLMs perceive their MLMs’ communication competency to 

be. 
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• Main finding 32: Male FLMs perceive their MLMs’ planning and administration competency 

practically significantly better than female FLMs perceive their MLMs’ planning and 

administration competency to be. 

 

• Main finding 33: Male FLMs perceive their MLMs’ teamwork competency practically 

significantly better than female FLMs perceive their MLMs’ teamwork competency to be. 
 

• Main finding 34: FLMs, irrespective of their gender, do not differ in practice regarding their 

view of the emotional intelligence competency of their MLMs. 
 

With regard to comparisons made in terms of FLMs’ qualification(s) (par. 5.5.1.1, Table 5.15), 

the following main findings can be formulated:  

 

• Main finding 35: Irrespective of qualification, FLMs do not differ in practice regarding their 

view of the business performance culture extent and the employee performance culture 

extent of the business’s performance culture. 

  

• Main finding 36: FLMs with a grade 12 qualification perceive their MLMs’ communication 

competency practically significantly better than FLMs with a diploma/degree perceive their 

MLMs’ communication competency to be.  

 

• Main finding 37: FLMs with a grade 12 qualification perceive their MLMs’ communication 

competency practically significantly better than FLMs with a postgraduate degree perceive 

their MLMs’ communication competency to be. 

 

• Main finding 38: FLMs with a diploma or degree and FLMs with a postgraduate degree do 

not differ in practice regarding their view of their MLMs’ communication competency. 

 

• Main finding 39: FLMs with a grade 12 qualification perceive their MLMs’ planning and 

administration competency practically significantly better than FLMs with a diploma/degree 

perceive their MLMs’ planning and administration competency to be. 

 

• Main finding 40: FLMs with a grade 12 qualification and FLMs with a postgraduate degree 

do not differ in practice regarding their view of their MLMs’ planning and administration 

competency. 
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• Main finding 41: FLMs with a diploma or degree and FLMs with a postgraduate degree do 

not differ in practice regarding their view of their MLMs’ planning and administration 

competency. 

 

• Main finding 42: FLMs with a grade 12 qualification perceive their MLMs’ teamwork 

competency practically significantly better than FLMs with a diploma/degree perceive their 

MLMs’ teamwork competency to be. 

 

• Main finding 43: FLMs with a grade 12 qualification and FLMs with a postgraduate degree 

do not differ in practice regarding their view of their MLMs’ teamwork competency. 

 

• Main finding 44: FLMs with a diploma or degree and FLMs with a postgraduate degree do 

not differ in practice regarding their view of their MLMs’ teamwork competency. 

 

• Main finding 45: FLMs, irrespective of their qualification, do not differ in practice regarding 

their view of the emotional intelligence competency of their MLMs. 

 

5.6.3.1.2 Middle-level managers 
 
With regard to comparisons within the MLM group (par. 5.5.1.2, Table 5.16), the following main 

finding can be formulated:  

 

• Main finding 46: MLMs, irrespective of their race, years of service, gender and qualification 

do not differ in practice regarding their view of the business’s performance culture (in terms 

of the business performance culture extent and employee performance culture extent) and 

their own managerial competencies (communication, planning and administration, teamwork 

and emotional intelligence) 

 

With regard to comparisons made in terms of MLMs’ age (par. 5.5.1.2, Table 5.16), the 

following main findings can be formulated:  

 

• Main finding 47: MLMs, irrespective of their age, do not differ in practice regarding their 

view of the business performance culture extent and the employee performance culture 

extent of the business’s performance culture.  

 

• Main finding 48: 43 to 62-year-old MLMs perceive their own communication competency 

practically significantly better than 23 to 42-year-old MLMs perceive their own communication 

competency to be. 
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• Main finding 49: 43 to 62-year-old MLMs perceive their own planning and administration 

competency practically significantly better than 23 to 42-year-old MLMs perceive their own 

planning and administration competency to be.  

 

• Main finding 50: 43 to 62-year-old MLMs perceive their own teamwork competency 

practically significantly better than 23 to 42-year-old MLMs perceive their own teamwork 

competency to be.  

 

• Main finding 51: 43 to 62-year-old MLMs perceive their own emotional intelligence 

competency practically significantly better than 23 to 42-year-old MLMs perceive their own 

emotional intelligence competency to be.  

 

5.6.3.2 Comparisons between the groups 
 

Pertaining to comparisons made between FLM and MLM groups (par. 5.5.2, Table 5.17) 

regarding their perceptions of the business performance culture extent and the employee 

performance culture extent, the following main finding can be formulated:  

 

• Main finding 52: FLMs and MLMs do not differ in practice regarding their view of the 

business performance culture extent and the employee performance culture extent of the 

business. 

 

Pertaining to the comparisons made between FLM and MLM groups (par. 5.5.2, Table 5.17) 

regarding their perceptions of the statements used to measure the business’s MLM’s 

communication, planning and administration, teamwork and emotional intelligence 

competencies, the following main findings can be formulated:  

 

• Main finding 53: MLMs perceive their own communication competency practically 

significantly better than FLMs perceive their MLMs’ communication competency to be. 

 

• Main finding 54: MLMs perceive their own planning and administration competency 

practically significantly better than FLMs perceive their MLMs’ planning and administration 

competency to be.  

 

• Main finding 55: MLMs perceive their own teamwork competency practically significantly 

better than FLMs perceive their MLMs’ teamwork competency to be. 
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• Main finding 56: MLMs perceive their own emotional intelligence competency practically 

significantly better than FLMs perceive their MLMs’ emotional intelligence competency to be. 
 

5.7 SUMMARY 
 

Chapter 5 provided the results for the investigation of the role of managers in enhancing 

performance culture. The results were reported according to the respective statistical 

techniques used in this study. The main findings, in terms of the performance culture 

perceptions (business performance culture extent and the employee performance culture 

extent) and managerial competency perceptions (communication, planning and administration, 

teamwork and emotional intelligence), were presented in section 5.6. The results were obtained 

through frequency analyses and factor analyses, independent samples t-tests, one-way 

ANOVAs and effect sizes. Chapter 6 will provide a discussion of the results reported in Chapter 

5 in the form of major findings conclusions, recommendations, limitations and recommendations 

for future research. The subsequent discussion will help relate the results from the study 

towards a management context. 

119 



 

CHAPTER 6 
CONCLUSIONS AND RECOMMENDATIONS 

 
6.1 INTRODUCTION 
 

The purpose of this chapter is to draw a number of conclusions, and to make recommendations 

from the results obtained in Chapter 5 and the preceding literature review (Chapters 2 and 3). 

The chapter commences with an overview of the study which is followed by a flow diagram 

linking the objectives of the study with: the questions in the questionnaire, the main findings 

(where applicable), conclusions and the recommendations made. Subsequently, the 

conclusions and recommendations pertaining to each secondary objective are presented. The 

limitations of the study are furthermore discussed. This chapter concludes with 

recommendations for future research. Figure 6.1 provides an abbreviated synopsis of Chapter 6 

pertaining to the main sections that are to be discussed. 

 

Figure 6.1: Chapter 6 abbreviated synopsis 

 
 
6.2  OVERVIEW OF THE STUDY 
 
The current era of globalised business is driven by a compelling mix of communication 

technology, consumerism and social and political change. In pursuit of the latest technologies, 
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processes and systems, managers often tend to neglect their business’s organisational culture 

(Shirley, 2007:48). However, when managers direct organisational culture with a focus on the 

enhancement of the business’s ability to meet or exceed its objectives, it can lead to a 

performance culture and improved business results (Quappe et al., 2007:17). However, only a 

few businesses worldwide are managed by the notion that a performance culture equates 

outstanding profits (Shirley, 2007:20).  

 

Every business’s organisational culture is unique and it is vital that approaches to building and 

sustaining a performance culture underpin the understanding that shaping organisational culture 

is a continuous cycle (Rice, 2007:4; Rosenthal & Masarech, 2003:8). In their efforts to create a 

culture of performance in the business, managers should understand and use the strengths of 

its existing organisational culture (Schein, 1985:42). Although there is no single list of 

competencies that define an effective and efficient manager, some managerial competencies 

are more conducive and prone to managerial effectiveness in establishing and enhancing a 

business's performance culture. These managerial competencies, which include 

communication, planning and administration, teamwork and emotional intelligence (Hellriegel et 

al., 2008:23), form the focus of this study.  

 

Buckingham (2005:70) argues that far too little has been researched about daily interactions 

and managerial competencies that allow managers to motivate employees, win their 

commitment and ultimately enhance the performance culture of the business. In light of these 

statements and aforementioned theoretical evidence (Chapter 2 and 3), it is evident that 

organisational culture should not be ignored as it influences the business in several ways. In 

this regard, the impact of organisational culture on business performance, as well as certain 

managerial competencies required for enhancing the performance culture of a business, 

validates further investigation. 

 

The primary objective of this study is to investigate the role of managers in enhancing 

performance culture. By investigating this, the researcher was able to obtain knowledge and 

current perceptions of first-line managers (FLMs) and middle-level managers (MLMs) regarding 

the business’s performance culture (in terms of the business performance culture extent and the 

employee performance culture extent), as well as certain managerial competencies (in terms of 

the communication, planning and administration, teamwork and emotional intelligence) of 

middle-level managers (MLMs). For the purpose of this study, the concepts first-line manager 

and middle-level manager are abbreviated as indicated in par. 4.3.3.2.2 (Table 4.1).  

 

The researcher is furthermore able to make meaningful recommendations for the creation of a 

performance culture through the implementation of certain best practices, as well as the manner 

121 



Chapter 6  Conclusions and recommendations 

in which managers can contribute to the enhancement of the business’s performance culture by 

developing and practising managerial competencies such as communication, planning and 

administration, teamwork and emotional intelligence.  

 

In order to achieve the primary objective of the study, a number of secondary objectives were 

set.  

 

Secondary objectives derived from the primary objective and research problem, are to: 

 

1. investigate the influence of organisational culture on a business; 

2. discover best practices for the creation of a performance culture;  

3. identify the managerial competencies required to enhance a performance culture;  

4. determine the demographic profiles of the typical first-line and middle-level manager 

respondents who participated in the study; 

5. assess the reliability and validity of the measuring scales that measure the performance 

culture factors and managerial competencies in this study; 

6. determine respondents’ perceptions regarding the performance culture concept and 

managerial competencies associated with businesses having a performance culture; and 

7. determine whether practically significant differences exist between different groups of 

respondents in terms of each of the performance culture factors and managerial 

competencies measured in this study. 

 

As far as research methodology is concerned, the study used descriptive research in the form of 

quantitative self-administered questionnaires. The respective MLM and FLM questionnaires 

were uploaded on the Survey Monkey website and subsequently all FLMs and MLMs 

(employed at ABI, the soft drink division of The South African Breweries (Pty) Ltd) were 

informed of the survey via an e-mail containing a cover letter as well as the hyperlink to the 

relevant questionnaires. Since the target population in this study included all the FLMs and 

MLMs at ABI (representative of each of its regions of work), the population information for this 

study was obtained by means of a census. Of the 438 respondents identified for the census a 

total of 186 participated in the study, which constitutes a 43% response rate. The 186 viable 

questionnaires, comprising of 73 MLM questionnaires and 113 FLM questionnaires, were 

subsequently used for statistical analysis. Data entry, tabulation and statistical analysis were 

done by the Statistical Consultation Services of the North-West University (Potchefstroom 

Campus). The key conclusions and recommendations pertaining to each secondary objective 

are discussed in the following paragraphs. 
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6.3 LINKING THE RESEARCH OBJECTIVES OF THE STUDY TO THE QUESTIONS IN 
THE QUESTIONNAIRES, THE MAIN FINDINGS, CONCLUSIONS AND THE 
RECOMMENDATIONS 

 

Figure 6.2 is a flow diagram that shows how the primary and secondary objectives, the 

questions in the respective questionnaires, the main findings, conclusions and the 

recommendations interrelate. 

 

From Figure 6.2 it can be derived that the secondary objectives of the study were met. 

Furthermore, it can be concluded that the primary objective of this study, namely to investigate 

the role of managers in enhancing performance culture, was achieved. 

 
6.4 CONCLUSIONS PERTAINING TO EACH SECONDARY OBJECTIVE 
 

Secondary objective 1 and 2 are addressed in Chapter 2. Secondary objective 3 is addressed in 

Chapter 3. Secondary objective 4-7 are addressed in Chapter 5. Chapters 2 and 3 provide the 

theoretical backdrop against which the empirical part of the study is set. Furthermore, no 

specific main findings have been formulated for secondary objectives 1-3 per se, but the 

information obtained for them is used to augment the findings and recommendations in relation 

to the subsequent secondary objectives (objectives 4-7) formulated for this study. 

 

Secondary objectives 1-7 are discussed in the following sections (par. 6.4.1-6.4.7). Each 

section states the relevant secondary objective, refers to the main findings related to the 

particular secondary objective (where applicable) and formulates conclusions. Subsequently, 

recommendations are made. The main findings, in terms of the performance culture perceptions 

(business performance culture extent and the employee performance culture extent) and 

managerial competency perceptions (communication, planning and administration, teamwork 

and emotional intelligence), are presented in Chapter 5, section 5.6 and were reported in the 

same sequence as the respective statistical techniques used in this study.  
 

The conclusions and recommendations are subsequently presented. 
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Figure 6.2:  A summary of the relationship between the primary and secondary 
objectives, the questions in the respective questionnaires, the main 
findings, conclusions and the recommendations 
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6.4.1 Secondary objective 1 
 

 
To investigate the influence of organisational culture on a business. 
 

 

The concept of culture has different meanings in different contexts. In order to understand the 

concept of culture in the context of this study, various views on the concept were investigated. 

In order to attempt to define culture in a business context, previous literature on the culture 

concept was considered. It was furthermore concluded that managers in the current century, 

have to realise that traditional assets and strategies can easily be copied and no longer 

guarantee a business’s competitive advantage (Smith, 2011:2). However, a business’s 

organisational culture is much more difficult to reproduce and can create a competitive 

advantage that differentiates the business from competitors (Maly & Aiken, 2008) (par. 2.4). 

Culture within a business, is also referred to as the organisational culture (par. 2.5), and 

includes fundamental and important issues that affect the well-being and effectiveness of a 

business and its employees (Kilmann et al., 1985:3-4). However, relatively few businesses 

really know how an organisational culture is established (par. 2.5.1) and how to change the 

organisational culture (par. 2.5.2) if it is not conducive to the business’s performance. Moreover, 

managers are uncertain about the influence of organisational culture on a business.  

 

Organisational culture has a great influence on the way in which a business conducts its 

operations and thus ultimately affects its success. In their efforts to change organisational 

culture, managers should strive to create a culture of performance in the business (Quappe et 

al., 2007:17). Managers should furthermore understand and use the strengths of the business’s 

existing organisational culture when attempting to create a performance culture (Schein, 

1985:42) (par. 2.5.3).   

 

Based on an analysis of various existing definitions for the performance culture concept, a 

workable definition for the purpose of this study is as follows (par. 2.6): a performance culture 

comprises the shared beliefs, values, attitudes and goals of employees and managers (at all 

managerial levels) that result in the superior execution of agreed actions and the shared 

recognition that good performance is a business priority. Although the creation and 

maintenance of a performance culture in a business are challenging, the advantages (par. 

2.6.1.1-2.6.1.4) thereof outweigh the efforts applied on establishing a performance culture.  

 

Recommendations pertaining to the abovementioned conclusions regarding objective 1 are 

made in par. 6.5 (recommendation 1). 
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6.4.2 Secondary objective 2 
 

 
To discover best practices for the creation of a performance culture. 
 

 

Various approaches to the creation of a performance culture exist (par. 2.6.2). However, 

managers are uncertain regarding the simulation of performance culture practices of other 

businesses (Cocks, 2012:16) (par. 2.6.2). In their efforts to create a performance culture in the 

business, managers should investigate certain suggested best practices (par. 2.6.3.1-2.6.3.9). 

Every business’s organisational culture is unique and it is vital that approaches to building and 

sustaining a performance culture underpin the understanding that shaping organisational culture 

is a continuous cycle (Rice, 2007:4; Rosenthal & Masarech, 2003:8) (par. 2.6.3). Furthermore, 

when managers do embark on creating a performance culture in a business, they need to avoid 

certain frequent errors also referred to as pitfalls (par. 2.6.4).  

 

Recommendations pertaining to the abovementioned conclusions regarding objective 2 are 

made in par. 6.5 (recommendation 2). 

 

6.4.3 Secondary objective 3 
 

 
To identify the managerial competencies required to enhance a performance culture. 
 

 

There is a positive relationship between organisational culture and business performance (Daft 

& Marcic, 2013:75). Managers should thus place high emphasis on both organisational culture 

and business performance as drivers of business success (Rosenthal & Masarech, 2003:7) 

(par. 3.2, Fig. 3.2). However, in their efforts to manage the organisational culture in order to 

enhance the business's performance culture, managers need to develop and display certain 

managerial competencies that are more conducive and prone to managerial effectiveness (par. 

3.3, Fig. 3.3). For the purpose of this study, a competency is viewed as a specific set of skills 

that is repeated over time (Königová et al., 2012:131-132; OECD, 2010:4). For the 

enhancement of a business's performance culture, managers need to develop and display 

managerial competencies such as communication (par. 3.3.1), planning and administration (par. 

3.3.2), teamwork (par. 3.3.3) and emotional intelligence (par. 3.3.4).   

 

Recommendations pertaining to the abovementioned conclusions regarding objective 3 are 

made in par. 6.5 (recommendation 3). 
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6.4.4 Secondary objective 4 
 

 
To determine the demographic profile of the typical first-line- and middle-level 
manager respondent who participated in the study. 
 

 

Secondary objective 4 (Chapter 1, par. 4.2), addressed Section A of the questionnaires that 

represented questions regarding the demographic profiles of the first-line and middle-level 

manager respondents who participated in the study. In order to construct the demographic 

profile of FLMs and MLMs respectively, descriptive statistical techniques by means of frequency 

and percentage distribution were determined (par. 4.3.5.2). The respective FLM and MLM 

demographic profiles are discussed in paragraph 5.2.  

 

Pertaining to the demographic profiles of the typical first-line and middle-level manager 

respondents who participated in the study, the following conclusions are made.  

 

Conclusions: 

• FLM respondents are predominately males between the ages of 23 and 42, have a 

diploma or degree, have worked for more than five years at ABI and are situated in the 

KZN region. The majority of FLM respondents reports to black, male MLMs between the 

ages of 23 and 42 who either work in the Sales and Marketing or Manufacturing 

departments.  

• MLM respondents are predominately males between the ages of 23 and 42, have a 

diploma/degree or postgraduate degree, have more than five years of service at ABI and 

work in the Sales and Marketing department in the KZN region.  

 

Recommendations pertaining to the abovementioned conclusions regarding objective 4 are 

made in par. 6.5 (recommendation 6). 

 

6.4.5 Secondary objective 5 
 

 
To assess the reliability and validity of the measuring scales that measure the 
performance culture factors and managerial competencies in this study. 
 

 

The reliability and validity of the measurement scales used in this study were assessed by 

means of calculating Cronbach’s alpha coefficients and conducting CFA respectively (par. 
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4.3.5.1, par. 5.3). Based on main findings 1 to 4, par. 5.6.1, the following conclusions are 

formulated pertaining to objective 5.  

 

Pertaining to the reliability and validity of the scales used in this study to measure the two 
performance culture factors, the following conclusion is made with respect to the assessment 

of both FLMs and MLMs of the business’s performance culture (main findings 1 and 3). 

 

Conclusion: 

• The scales measuring business performance culture extent and employee performance 

culture extent were found to be reliable and valid measures of these two factors.  

 

Pertaining to the reliability and validity of the scales used in this study to measure the four 
managerial competencies, the following conclusion is made with respect to FLMs’ assessment 

of their MLMs’ managerial competencies, as well as MLMs’ assessment of their own managerial 

competencies (main findings 2 and 4).  

 

Conclusion: 

• The scales measuring the communication, planning and administration, teamwork and 

emotional intelligence managerial competencies were found to be reliable and valid 

measures of these four competencies.  

 

Recommendations pertaining to the abovementioned conclusions regarding objective 5 are 

made in par. 6.5 (recommendation 4). 

 
6.4.6 Secondary objective 6 
 

 
To determine respondents’ perceptions regarding the performance culture concept 
and managerial competencies associated with businesses having a performance 
culture. 
 

 

Sections B of the questionnaires comprised questions regarding the performance culture 

concept in terms of respondents’ perceptions of the business performance culture extent and 

employee performance culture extent. Section C of the questionnaires comprised questions 

regarding the managerial competency concept in terms of respondents’ perceptions of the 

communication, planning and administration, teamwork and emotional intelligence managerial 

competencies (par. 4.3.3.2.2). Descriptive statistical techniques namely means and standard 

deviations were determined for each of the statements constituting the scales measuring the 
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performance culture perceptions (business performance culture extent and the employee 

performance culture extent) and managerial competencies (communication, planning and 

administration, teamwork and emotional intelligence) (par. 4.3.5.2.1, par. 5.4).  

 

Conclusions pertaining to the respondents’ (FLMs and MLMs) perceptions of the two 

performance culture factors are initially formulated based on main findings 5 to 9, par. 5.6.2.1. 

Subsequently, conclusions pertaining to the respondents’ perceptions of the four managerial 

competencies are formulated (according to FLM respondents’ assessment of their MLMs’ 

managerial competencies, as well as MLM respondents’ assessment of their own managerial 

competencies) based on main findings 10 to 27, par. 5.6.2.2.1-5.6.2.2.5. 

 

6.4.6.1 Performance culture perceptions 
 

Performance culture perception main findings 5 to 9 (par. 5.6.2.1) were formulated pertaining to 

secondary objective 6 (Chapter 1, par. 4.2). Furthermore, based on main findings 5 and 6 

regarding the statements used to measure the business performance culture extent of the 

business, the following conclusion can be made. 

 

Conclusion: 

• Respondents perceive ABI to have an understandable, compelling corporate mission, 

vision, values and goals. However, although respondents disclosed a positive inclination 

towards the structure of ABI’s performance systems to take corrective action where 

needed, they also indicate this aspect as a possible opportunity for improvement.  

 

Based on main findings 7 and 8 regarding the statements used to measure the employee 
performance culture extent of the business, the following conclusion can be made. 

 

Conclusion: 

• There is an acceptance and understanding by all ABI employees that superior execution 

of agreed actions and good performance are a business priority.  Furthermore, 

respondents relate to the fact that ABI’s employees are always willing to do more than 

what is expected from them however, this facet may require additional attention. 

 

Based on main finding 9 pertaining to the general perceptions of FLMs and MLMs towards 
the two respective performance culture factors, the following conclusion can be made. 
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Conclusion: 

• Although respondents have a positive inclination towards both factors, respondents agree 

more with the business performance culture extent than the employee performance 

culture extent of the business. 

 

Recommendations pertaining to the abovementioned conclusions regarding objective 6 are 

made in par. 6.5 (recommendation 5). 

 
6.4.6.1.1 Managerial competencies 
 

Managerial competency perception main findings 10-27 (par. 5.6.2.2.1-5.6.2.2.5) were 

formulated pertaining to secondary objective 6 (Chapter 1, par. 4.2), and the following 

conclusions can be made regarding these four managerial competencies. 

 

Conclusions based upon the responses of FLMs’ assessment of their MLMs’ managerial 

competencies, are initially formulated (par. 6.4.6.1.2). Subsequently, conclusions based upon 

responses of MLMs’ assessment of their own managerial competencies are formulated (par. 

6.4.6.1.3).   

 

6.4.6.1.2 First-line managers’ perceptions 
 

Based on main findings 10 and 11 (par. 5.6.2.2.1) regarding the statements used to measure 

the communication competency of their MLMs, the following conclusion can be made. 

 

Conclusion: 

• Managers are perceived to speak and write clearly, concisely and effectively and use 

different communication media (verbal, written and electronic) to convey a message 

clearly. FLM respondents did however reveal that managers needed additional focus on 

encouraging dialogue where all parties participate in the conversation, and negotiating 

more effectively on behalf of the team over roles and resources. 

 
Based on main findings 14 and 15 (par. 5.6.2.2.2) regarding the statements used to measure 

the planning and administration competency of their MLMs, the following conclusion can be 

made. 
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Conclusion: 

• FLM respondents agree that managers delegate responsibility for task completion and 

set challenging goals for the team that are aligned with business goals. However, FLMs 

agree slightly less with the facts that managers take calculated risks and anticipate the 

consequences, and that managers determine, obtain and organise the necessary 

resources such as material, people and funds.  

 

Based on main findings 18 and 19 (par. 5.6.2.2.3) regarding the statements used to measure 

the teamwork competency of their MLMs, the following conclusion can be made. 

 

Conclusion: 

• Managers expect employees to take responsibility for their actions and keep the team 

moving towards its goals. Furthermore, managers may need additional effort in order to 

inspire the team members and encourage commitment, and they also have to expect, 

recognise, praise and reward teamwork more often. 

 

Based on main findings 22 and 23 (par. 5.6.2.2.4) regarding the statements used to measure 

the emotional intelligence competency of their MLMs, the following conclusion can be made.  

 

Conclusion: 

• Managers trust their team members and use their strengths to improve or compensate for 

their weaknesses. However, managers are less willing to admit mistakes and use 

constructive outlets to vent frustration and reduce tension. 

 

Based on main finding 26 (par. 5.6.2.2.5) pertaining to the general perceptions of their MLMs’ 
managerial competencies, the following conclusion can be made. 

 

Conclusion: 

• Although FLM respondents have a positive inclination towards all four managerial 

competencies, FLM respondents agreed most with the communication competency and 

least with the emotional intelligence competency. 
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6.4.6.1.3 Middle-level managers’ perceptions 
 

Based on main findings 12 and 13 (par. 5.6.2.2.1) regarding the statements used to measure 

their own communication competency, the following conclusion can be made.  

 

Conclusion: 

• Managers encourage employees to voice their opinions, inform employees of relevant 

events and activities, and keep them up to date. However, although managers revealed a 

positive perception towards different communication media (verbal, written and 

electronic), they are less inclined to make use thereof in order to convey a message 

clearly. They furthermore indicate that negotiating effectively on behalf of the team over 

roles and resources, may be a possible opportunity for development. 

 

Based on main findings 16 and 17 (par. 5.6.2.2.2) regarding the statements used to measure 

their own planning and administration competency, the following conclusion can be made.  

 

Conclusion: 

• Managers assign priorities to tasks and set challenging goals for the team that are 

aligned with business goals. However, although managers disclosed a positive inclination 

towards making timely decisions and determining, obtaining and organising the 

necessary resources such as material, people and funds, they also indicated the 

prospect of improving these aspects.  

 

Based on main findings 20 and 21 (par. 5.6.2.2.3) regarding the statements used to measure 

their own teamwork competency, the following conclusion can be made.  

 

Conclusion: 

• Managers agree that they inspire the team members, encourage commitment and expect 

employees to take responsibility for their actions. Managers agree slightly less with the 

aspects of appropriately staffing the team (taking into account the value of diverse 

perspectives, technical competency needed, and development goals), and facilitating the 

allocation of tasks and responsibilities (as appropriate to individual team members).  

 

Based on main findings 24 and 25 (par. 5.6.2.2.4) regarding the statements used to measure 

their own emotional intelligence competency, the following conclusion can be made.  
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Conclusion: 

• Managers use constructive outlets to vent frustration, reduce tension and strike a 

reasonable balance between work and other life activities so that neither aspect of living 

is neglected. However, although managers revealed a positive inclination towards the 

constructive handling of conflict and disputes, and the use of their strengths to improve or 

compensate for their weaknesses, they indicated that these facets may necessitate 

added awareness. 

 

Based on main finding 27 (par. 5.6.2.2.5) pertaining to the general perceptions of their own 
managerial competencies, the following conclusion can be made. 

 

Conclusion: 

• Although MLM respondents have a positive inclination towards all four managerial 

competencies, MLM respondents agreed most with having emotional intelligence 

competence and least with having communication competence. 

 

Recommendations pertaining to the abovementioned conclusions regarding objective 6 are 

made in par. 6.5 (recommendation 5). 

 

6.4.7 Secondary objective 7 
 

 
To determine whether practically significant differences exist between different groups 
of respondents in terms of each of the performance culture factors and managerial 
competencies measured in this study. 
 

 
In order to assess whether practically significant differences exist between the means of two or 

more groups of respondents, effect sizes were calculated. Practical significance by means of 

effect sizes can be determined by the d-values of Cohen (Steyn, 1999:3). An effect size 

indicates whether a statistical significant difference between the means of two or more groups is 

also practically significant. For the purpose of this study, practical significance was determined 

by means of effect sizes and only effect sizes with a medium effect (d ≥ 0.5) were reported. 

Furthermore, inferential statistical techniques namely independent samples t-tests were used to 

draw comparisons between two groups and one-way ANOVAs to compare more than two 

groups (par. 4.3.5.2.2, par. 5.5) 

 

Comparisons were made within the respective FLM and MLM groups (based upon gender, 

years of services, race, age and qualification) as well as between the FLM and MLM groups 
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based upon their business performance culture perceptions (in terms of the business 

performance culture extent and the employee performance culture extent) and their perceptions 

of MLMs’ managerial competencies (in terms of the communication, planning and 

administration, teamwork and emotional intelligence). Furthermore, if a particular response 

category (group) representing a demographic variable (gender, years of services, race, age and 

qualification) yielded a low count; the particular response category (groups) was excluded from 

the comparison concerned (par. 5.5). FLM rated the managerial competencies of their MLMs, 

and MLMs rated their own managerial competencies. 

 

Conclusions based upon the comparisons made within groups, are initially formulated (main 

findings 28 to 51, par. 5.6.3.1). Subsequently, conclusions based upon the comparisons made 

between the FLM and MLM groups are formulated (main findings 52 to 56, par. 5.6.3.2).  

 
6.4.7.1 Comparisons within the groups 
 
The following sections presents the conclusions based upon the comparisons made within the 

respective groups.  

 

6.4.7.1.1 First-line managers 
 

Based on main finding 28 (par. 5.6.3.1.1) the following conclusion can be formulated regarding 

comparisons made within the FLM group based upon gender, years of services, age and 

qualification. 

 

Conclusion: 

• Irrespective of their years of service and age, no practically significant differences were 

uncovered regarding their view of the business’s performance culture and their MLMs’ 

managerial competencies.  

 

Based on main findings 29 and 30 (par. 5.6.3.1.1) pertaining to FLMs’ gender, the following 

conclusion can be made regarding the performance culture factors.  

 

Conclusion: 

• No practically significant differences were uncovered regarding their view of the 

employee performance culture extent of the business. However, male FLMs perceive the 

business performance culture extent of the business practically significantly better than 

female FLMs perceive it to be. 
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Based on main findings 31 to 34 (par. 5.6.3.1.1) pertaining to FLMs’ gender, the following 

conclusion can be made regarding the managerial competencies.  

 

Conclusion: 

• No practically significant differences were uncovered regarding their view of the 

emotional intelligence competency of their MLMs. Male FLMs, furthermore perceive their 

MLMs’ communication, planning and administration and teamwork competencies 

practically significantly better than female FLMs perceive these competencies of their 

MLMs’ to be. 

 

Based on main finding 35 (par. 5.6.3.1.1) pertaining to FLMs’ qualification(s), the following 

conclusion can be made regarding the performance culture factors.  

 

Conclusion: 

• Irrespective of their qualification(s), no practically significant differences were uncovered 

regarding their view of the business performance culture extent and the employee 

performance culture extent of the business.  

 

Based on main findings 36 to 38 (par. 5.6.3.1.1) pertaining to FLMs’ qualification(s), the 

following conclusions can be made regarding their MLM’s communication competency. 

 

Conclusion: 

• No practically significant differences were uncovered between, FLMs with a diploma or 

degree and FLMs with a postgraduate degree. Furthermore, FLMs with a grade 12 

qualification perceive their MLMs’ communication competency practically significantly 

better than FLMs with a diploma/degree/postgraduate degree perceive their MLMs’ 

communication competency to be. 

 

Based on main findings 39 to 41 (par. 5.6.3.1.1) pertaining to FLMs’ qualification(s), the 

following conclusions can be made regarding their MLM’s planning and administration 

competency. 

  

135 



Chapter 6  Conclusions and recommendations 

Conclusion: 

• No practical significant differences were uncovered between FLMs with a grade 12 

qualification and FLMs with a postgraduate degree or between FLMs with 

diploma/degree and FLMs with a postgraduate degree. However, FLMs with a grade 12 

qualification perceive their MLMs’ planning and administration competency practically 

significantly better than FLMs with a diploma/degree perceive their MLMs’ planning and 

administration competency to be. 

 

Based on main findings 42 to 44 (par. 5.6.3.1.1) pertaining to FLMs’ qualification(s), the 

following conclusions can be made regarding their MLM’s teamwork competency. 

 

Conclusion: 

• No practically significant differences were uncovered between FLMs with a grade 12 

qualification and FLMs with a postgraduate degree, or between FLMs with a 

diploma/degree and FLMs with a postgraduate degree. Furthermore, FLMs with a grade 

12 qualification perceive their MLMs’ teamwork competency practically significantly better 

than FLMs with a diploma/degree perceive their MLMs’ teamwork competency to be. 

 

Based on main finding 45 (par. 5.6.3.1.1) pertaining to FLMs’ qualification(s), the following 

conclusion can be made regarding their MLM’s emotional intelligence competency. 

 

Conclusion: 

• Irrespective of FLMs’ qualification(s), no practically significant differences were 

uncovered regarding their view of the emotional intelligence competency of their MLMs. 

 

6.4.7.1.2 Middle-level managers 
 

Based on main finding 46 (par. 5.6.3.1.2) the following conclusion can be formulated regarding 

comparisons made within the MLM group based upon gender, years of services, race, age and 

qualification. 

 

Conclusion: 

• Irrespective of their gender, years of service, race and qualification(s) no practically 

significant differences were uncovered regarding their view of the business’s 

performance culture (in terms of the business performance culture extent and employee 

performance culture extent) and their own managerial competencies (communication, 

planning and administration, teamwork and emotional intelligence).  
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Based on main finding 47 (par. 5.6.3.1.2) pertaining to MLMs’ age, the following conclusion can 

be made regarding the performance culture factors.  

 

Conclusion: 

• No practically significant differences were uncovered regarding their view of the business 

performance culture extent and the employee performance culture extent of the business. 

 

Based on main findings 48 to 51 (par. 5.6.3.1.2) pertaining to MLMs’ age, the following 

conclusion can be made regarding their own managerial competencies.  

 

Conclusion: 

• 43 to 62-year-old MLMs perceive their own communication, planning and administration 

and teamwork and emotional intelligence competencies practically significantly better 

than 23 to 42-year-old MLMs perceive their own communication, planning and 

administration and teamwork and emotional intelligence competencies to be.  

 

6.4.7.1.3 Comparisons between groups 
 

Based on main finding 52 (par. 5.6.3.2) pertaining to comparisons made between the FLM 
and MLM groups, the following conclusion can be made regarding the performance culture 

factors.  

 

Conclusion: 

• No practically significant differences were uncovered between FLMs and MLMs regarding 

their view of the business performance culture extent and the employee performance 

culture extent of the business. 

 

Based on main findings 53 to 56 (par. 5.6.3.2) pertaining to comparisons made between the 
FLM and MLM groups, the following conclusion can be made regarding the managerial 
competencies.  

 

Conclusion: 

• MLMs perceive their own communication, planning and administration and teamwork and 

emotional intelligence competencies practically significantly better than FLMs perceive 

their MLMs’ communication, planning and administration and teamwork and emotional 

intelligence competencies to be. 
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Recommendations pertaining to the abovementioned conclusions regarding objective 7 are 

made in par. 6.5 (see recommendation 1). 

 

6.5 RECOMMENDATIONS 
 

This section aims to make suggested recommendations concerning the creation of a 

performance culture within businesses and the related managerial competencies managers can 

develop and practise in order to enhance the performance culture, and ultimately the business’s 

performance. In view of the preceding conclusions made pertaining to each secondary objective 

(par. 6.4.1-6.4.7), the following recommendations are suggested: 

 

• Recommendation 1: Organisational culture places considerable pressure on each 

employee to behave in certain ways and it could result in business failure if the 

organisational culture channels behaviour against the formal goals and objectives of the 

business. Furthermore, businesses which intentionally manage their organisational cultures, 

outperform similar businesses that do not. The aforementioned statements are just a few 

reasons that affirm that organisational culture should not be ignored as it influences a 

business in several ways. In their efforts to change organisational culture, managers should 

strive to create a culture of performance in the business. In addition, if the business wants its 

organisational culture to be a competitive differentiator, managers at all levels of the 

business need to create an organisational culture that is unique and leads to enhanced 

business performance (par. 2.5.3, pertaining to objective 1). 

 

• Recommendation 2: It is vital that managers realise that the creation of a performance 

culture is a continuous effort. Managers should investigate best practices for the 

development and enhancement of a performance culture in their businesses (par. 2.6.4). The 

following best practices are subsequently recommended (pertaining to objective 2): 

 

o Assess the origin of the business culture (clarify mission and values) (par. 2.6.3.1). 

o Create honest and frequent communication between management and employees (par. 

2.6.3.2). 

o Model business values (par. 2.6.3.3). 

o Align employee and business practices with core culture drivers (par. 2.6.3.4). 

o Choose leadership and management styles that lead employees in the desired direction 

(par. 2.6.3.5). 

o Listen to employees and encourage feedback (par. 2.6.3.6). 

o Measure performance outcomes repeatedly and remove underperformers (par. 2.6.3.7). 

o Recognise employee performance (par. 2.6.3.8). 
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o Create an enjoyable work environment and a sense of community (par. 2.6.3.9). 

 

• Recommendation 3: Some managerial competencies are more conducive and prone to 

managerial effectiveness in establishing and enhancing a business's performance culture 

(par. 3.3, Fig. 3.3). Developing and practising managerial competencies such as 

communication (par. 3.3.1), planning and administration (par. 3.3.2), teamwork (par. 3.3.3) 

and emotional intelligence (par. 3.3.4) will lead to the development and enhancement of a 

performance culture as well as improved business performance. The following 

recommendations regarding the development of these respective managerial competencies 

are subsequently made (pertaining to objective 3): 

 

o To promote effective communication, it is suggested that managers are knowledgeable 

about the communication process (par. 3.3.1.1, Figure 3.4) as well as the appropriate 

communication media to convey messages (par. 3.3.1.2), communication frequency 

(par. 3.3.1.3), feedback (par. 3.3.1.4), active listening (par. 3.3.1.5) and negotiating (par. 

3.3.1.6).  

o To promote effective planning and administration, it is suggested that managers promote 

the planning and administration competency by means of efficient time management 

(par. 3.3.2.1), the delegation of tasks (par. 3.3.2.2), decision-making (par. 3.3.2.3) and 

setting goals (par. 3.3.2.4).  
o To promote effective teamwork, it is suggested that managers strive to lead their teams 

through motivation and empowerment (par. 3.3.3.1), design cohesive teams (par. 

3.3.3.2), create a supportive work environment (par. 3.3.3.3), and manage team 

dynamics (par. 3.3.3.4) in order for team goals to be achieved. 
o To promote emotional intelligence, it is suggested that managers consider interpersonal 

or social skills (par. 3.3.4.1) as a key leadership capability. Furthermore, emotionally 

competent managers should have high levels of self-awareness (par. 3.3.4.3) and the 

ability to manage their own emotions (self-management) (par. 3.3.4.2). They should able 

to show empathy (par. 3.3.4.1.1), earn employee trust (par. 3.3.4.1.2) and manage 

conflict (par. 3.3.4.2.1) in a manner which will lead to the enhancement of employee and 

managerial performance and ultimately the business’s performance culture.  

 

• Recommendation 4: The measurement used by a researcher should be reliable and valid 

(par. 4.3.5.1). When assessing employees’ performance culture perceptions of a business (in 

terms of the business performance culture extent and employee performance culture extent) 

and certain managerial competencies (in terms of communication, planning and 

administration, teamwork and emotional intelligence), the measuring scales used in this 
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study can be recommended as they are proved to be reliable and valid measures (par. 6.4.5, 

pertaining to objective 5). 

 

• Recommendation 5: In order to determine whether a performance culture exists and assess 

the degree to which managers display the associated managerial competencies, employees’ 

perceptions need to be assessed and taken into consideration. Although respondents have a 

positive perception regarding ABI’s performance culture and the managerial competencies 

displayed by its MLMs, ABI needs to continue monitoring performance culture factors related 

to their business practices and employee characteristics. In addition, in order to further 

enhance the current performance culture of the business, managers may gain from 

additional training or coaching in order to develop and/or improve certain existing managerial 

skills related to the communication, planning and administration and emotional intelligence 

managerial competencies (addressed in this study), and subsequently practising these (par. 

6.4.6, objective 6).  

 

• Recommendation 6: Practical significance can be understood as a large enough difference 

to have an effect in practice (par. 4.3.5.2.2). In this study, practically significant differences 

were uncovered between different groups of respondents and it is suggested that 

demographics such as gender, qualification and age as well as different managerial levels 

(i.e. first-line and middle-level) should be taken into consideration when assessing 

employees’ perceptions of the performance culture of a business (i.e. business performance 

culture extent and employee performance culture extent), and associated managerial 

competencies such as communication, planning and administration, teamwork and emotional 

intelligence (par. 6.4.4, pertaining to objective 4; par. 6.4.7, pertaining to objective 7). 

 

Once the conclusions and recommendations for the research study have been finalised, it is 

necessary to highlight some of the limitations that the researcher faced throughout the study. 

 
6.6 LIMITATIONS OF THE STUDY 

 
No study is without limitations. Subsequently, the limitations relevant to the study include the 

following: 

 

• Due to time constraints and a lack of funding, the study was only conducted at one company. 

• This study only included two groups, namely FLMs and MLMs employed at ABI, the soft 

drink division of The South African Breweries (Pty) Ltd. Results can therefore not be 

generalised and are only relevant to this particular company. 
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• This study only focussed on four managerial competencies namely communication, planning 

and administration, teamwork and emotional intelligence, pertaining to the enhancement of a 

business’s performance culture 

 

6.7 RECOMMENDATIONS FOR FUTURE RESEARCH 
 

Future research can, by noting the above mentioned limitations, include: 

 

• Investigation of other managerial competencies pertaining to the enhancement of a 

business’s performance culture, such as global awareness and strategic action, creative 

problem-solving and relationship management. 

• Research pertaining to the commercial awareness (an interest in business and an 

understanding of the wider environment in which the business operates) among young adults 

as part of their preparation for becoming successful entrepreneurs, managers and future 

leaders of this country. 

• Future studies can also compare different businesses and different industries with respect to 

managerial competencies needed for the enhancement of performance culture. 

 

6.8 SUMMARY 
 

Chapter 6 addresses the various conclusions, recommendations and limitations of the study.  

After providing a brief overview of the study, Figure 6.2 provides a summary of the relationship 

between the primary and secondary objectives, the questions in the respective questionnaires, 

the main findings, conclusions and the recommendations. Subsequently, a number of 

conclusions are drawn for each secondary objective, some based on theory, such as provided 

in Chapters 2 and 3, and others based on the main findings formulated in Chapter 5. 

Recommendations pertaining to each secondary objective are furthermore formulated in order 

to give managers direction in the creation of a performance culture within businesses, as well as 

the related managerial competencies for the enhancement of performance culture. The chapter 

concludes with limitations pertaining to this study, and indicates possibilities for future research. 

 

The researcher trusts that managers will realise the importance of the influence of 

organisational culture on a business, and that managers will furthermore investigate and apply 

suggested performance culture best practices in the creation of a performance culture. 

However, it is important that managers bear in mind that organisational culture creation is a 

continuous effort. In addition, the researcher trusts that managers will be encouraged to develop 

their communication, planning and administration, teamwork and emotional intelligence 
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competencies, and practise these in order to promote a performance culture among their 

employees, and ultimately enhance the business’s performance culture.  

 

In conclusion, the researcher hopes that the recommendations made in this study, pertaining to 

the creation of a performance culture within businesses, and the related managerial 

competencies suggested in this regard, will be of value to businesses. 
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ORGANISATIONAL CULTURE AND MANAGERIAL COMPETENCIES QUESTIONNAIRE 
 

This questionnaire forms part of a research project by Prof Japie Kroon (Tel: 018 299 1423, 

Email: japie.kroon@nwu.ac.za), Dr Alfred Henrico (Tel: 018 299 1463, Email: 

alfred.henrico@nwu.ac.za) and Ms Zelma Botes (Tel: 018 285 2302, Email: 

zelma.botes@nwu.ac.za) of the School of Business Management, North-West University, 

Potchefstroom Campus. 

The central theme of this research is to investigate the role of managers in establishing and 

promoting a high performance culture in businesses.  In this questionnaire we are especially 

interested in the perception of employees regarding the organisational culture and selected 

interpersonal competencies managers perform in their day-to-day activities within the business. 

This research questionnaire is divided into three sections.  Section A contains 

demographical questions, while Section B measures perceptions on organisational culture. 

Section C measures different categories of managerial competencies. It will take approximately 

5 to 10 minutes to complete this questionnaire. 

All information is confidential.  Only overall results from all responses will be compiled and 

used.  The aggregate data will only be used in research and articles to report on the role of 

managers in enhancing a performance culture. 

We would like to thank you in advance for taking the time 

to share this information with us. 

Mark the applicable answer with an X.  For statistical purposes, it is important to 
complete ALL the questions.  MARK ONLY ONE ALTERNATIVE FOR ALL THE 

QUESTIONS. 

 
SECTION A: DEMOGRAPHIC VARIABLES 
 

 Your gender Male 1 
Female 2 

 Your age in years 

18-22 1 
23-42 2 
43-62 3 
63+ 4 

 Full years of service for current employer 

Less than 1 year 1 
Between 1 and 5 years 2 
Between 5 and 10 years 4 

More than 10 years 5 
  
 What is your highest qualification? 

 
                                                     (please specify) 

Grade 12 1 
Diploma / Degree 2 

Postgraduate degree 3 
Other 4 
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SECTION B:  PERFORMANCE CULTURE PERCEPTIONS 
 
Indicate the extent to which you agree with the following statements 
 

• 1 = Not that I’m aware of 

• 2 = Disagree 

• 3 = Agree 

  1 2 3 

1 ABI has systems in place to monitor corporate, service and 
individual performance  

   

2 ABI’s performance systems measure actual performance against 
plans and objectives 

   

3 ABI’s performance systems are structured to take corrective 
action where needed 

   

4 ABI has an understandable, compelling corporate mission, 
vision, values and goals  

   

5 
There is an acceptance and understanding by all ABI employees 
that superior execution of agreed actions and good performance 
are a business priority 

   

6 ABI’s corporate mission, vision, values and goals are widely 
communicated 

   

7 ABI’s employees are committed and motivated in their outputs    

8 ABI’s employees are always willing to do more than what is 
expected of them 

   

9 ABI’s employees understand and believe that they play an 
important part in the overall success of the business 

   

 
Are there any other initiatives that you would like the business to introduce to improve 
your performance? 
____________________________________________________________________ 
____________________________________________________________________ 
 
SECTION C:  MANAGERIAL COMPETENCIES 
 
On a scale of 1 to 5  where 1 is “strongly disagree” and 5 is “strongly agree”, indicate the 
extent to which you agree with each of the following statements regarding your  
managerial competencies. 
 

Carefully respond to each statement below 1 2 3 4 5 

1 I give my reports  information that enables them to compare their 
performance with their goals 

     

2 I make timely decisions      
3 I inspire the team members and encourage team commitment      

4 I show genuine sensitivity to the diverse needs, opinions and 
feelings of others 

     

5 I make sure I understand my reports by paying  attention to them 
when we talk (ignore any distractions i.e. telephone, e-mails) 

     

6 I take calculated risks and anticipate the consequences      
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7 
I appropriately staff  the team, taking into account the value of 
diverse perspectives, technical skills needed, and development 
goals 

     

8 I build strong interpersonal relationships with a diverse range of 
people 

     

9 I encourage my reports to voice their opinions      

10 I develop plans and keep to schedules to achieve specific goals 
efficiently 

     

11 I provide my reports with the necessary resources to achieve 
team goals 

     

12 I handle conflict  and disputes constructively      
13 I speak and write clearly, concisely and effectively      
14 I assign priorities to tasks      
15 I motivate team members to come up with creative solutions      
16 I am willing to admit mistakes      

17 
I encourage dialogue where all parties participate in the 
conversation 

     

18 I determine, obtain and organise the necessary resources such 
as material, people and funds 

     

19 I expect my reports to take responsibility for their actions      
20 I trust my  team members       

21 
I inform my reports of relevant events and activities, and keep 
them up to date 

     

22 I delegate responsibility for task completion      
23 I expect, recognise, praise, and reward teamwork      
24 I use constructive outlets to vent frustration and reduce tension      

25 I use different communication media (verbal, written and 
electronic) to convey a message clearly 

     

26 I set challenging goals for the team that are aligned with 
business goals 

     

27 I facilitate the allocation of tasks and responsibilities as 
appropriate to individual team members 

     

28 I strike a reasonable balance between work and other life 
activities so that neither aspect of living is neglected 

     

29 I negotiate effectively on behalf of the team over roles and 
resources 

     

30 I formulate clear objectives to reach the team goals      
31 I keep the team moving towards its goals      

32 I use my strengths to improve or compensate for my 
weaknesses 

     

All information is confidential. 
Thank you for your time and cooperation 

by sharing your information with us. 
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ORGANISATIONAL CULTURE AND MANAGERIAL COMPETENCIES QUESTIONNAIRE 
 

FIRST-LINE MANAGERS - UPWARD APPRAISAL 
 

I would like to thank you in advance for taking the time to share this information with us. 
Mark the applicable answer with an X.  For statistical purposes, it is important to 
complete ALL the questions.  MARK ONLY ONE ALTERNATIVE FOR ALL THE 
QUESTIONS. 
 
SECTION A: YOUR DEMOGRAPHIC VARIABLES 
 

1. Your gender Male  
Female  

2. Your age in years 

18-22  
23-42  
43-62  
63+  

3. Full years of service at ABI Up to 5 years  
More than 5 years  

4. In which region do you work? 

KZN Region  
North Region  
South Region  

Central Region  
CIC/SSD/COF  

5. What is your highest qualification? 

Grade 12  
Diploma / Degree  

Postgraduate degree  
Other (specify):  

 

 
DEMOGRAPHIC VARIABLES OF YOUR MANAGER 
 

6. Your manager’s gender Male  
Female  

7. Your manager’s age in years(estimate) 

18-22  
23-42  
43-62  
63+  

8. Your manager’s race 

Black  
Coloured  

White  
Indian  

Other(specify):  

9. In which department does your manager work? 

Sales & Marketing  
Manufacturing  

Distribution  
Warehouse  

Support Function  
Other (specify):  
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SECTION B:  PERFORMANCE CULTURE PERCEPTIONS  

On a scale of 1 to 5  where 1 is “strongly disagree” and 5 is “strongly agree”, indicate the 
extent to which you agree with each of the following statements. 
 
  1 2 3 4 5 

1 ABI has systems in place to monitor corporate, 
service and individual performance  

     

2 ABI’s performance systems measure actual 
performance against plans and objectives 

     

3 ABI’s performance systems are structured to take 
corrective action where needed 

     

4 ABI has an understandable, compelling corporate 
mission, vision, values and goals  

     

5 
There is an acceptance and understanding by all ABI 
employees that superior execution of agreed actions 
and good performance are a business priority 

     

6 ABI’s corporate mission, vision, values and goals are 
widely communicated 

     

7 ABI’s employees are committed and motivated in 
their outputs 

     

8 ABI’s employees are always willing to do more than 
what is expected of them 

     

9 
ABI’s employees understand and believe that they 
play an important part in the overall success of the 
business 

     

 
SECTION C:  MANAGERIAL COMPETENCIES 
 
On a scale of 1 to 5  where 1 is “strongly disagree” and 5 is “strongly agree”, indicate the 
extent to which you agree with each of the following statements regarding your direct 
manager. 
 
Carefully respond to each statement below 
My manager (he/she): 1 2 3 4 5 

1 Gives me information that enables me to compare my 
performance with my goals 

     

2 Makes timely decisions      
3 Inspires the team members and encourages team commitment      

4 
Shows genuine sensitivity to the diverse needs, opinions, and 
feelings of others 

     

5 Makes sure he/she understands me by paying  attention to me 
when we talk (ignores any distractions i.e. telephone, e-mails) 

     

6 Takes calculated risks and anticipates the consequences      

7 
Appropriately staffs the team, taking into account the value of 
diverse perspectives, technical skills needed, and development 
goals 

     

8 Builds strong interpersonal relationships with a diverse range of 
people 

     

9 Encourages me to voice my opinion      
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10 Develops plans and keeps to schedules to achieve specific 
goals efficiently 

     

11 Provides us with the necessary resources to achieve team goals      
12 Handles conflict  and disputes constructively      
13 Speaks and writes clearly, concisely and effectively      
14 Assigns priorities to tasks      
15 Motivates team members to come up with creative solutions      
16 Is willing to admit mistakes      

17 
Encourages dialogue where all parties participate in the 
conversation 

     

18 
Determines, obtains and organises the necessary resources 
such as material, people and funds 

     

19 Expects us to take responsibility for our actions      
20 Trusts his team members       

21 
Informs me of relevant events and activities, and keeps me up to 
date 

     

22 Delegates responsibility for task completion      
23 Expects, recognises, praises and rewards teamwork      
24 Uses constructive outlets to vent frustration and reduce tension      

25 Uses different communication media (verbal, written and 
electronic) to convey a message clearly 

     

26 Sets challenging goals for the team that are aligned with 
business goals 

     

27 Facilitates the allocation of tasks and responsibilities as 
appropriate to individual team members 

     

28 Strikes a reasonable balance between work and other life 
activities so that neither aspect of living is neglected 

     

29 Negotiates effectively on behalf of the team over roles and 
resources 

     

30 Formulates clear objectives to reach the team goals      
31 Keeps the team moving towards its goals      

32 Uses his/her strengths to improve or compensate for his/her 
weaknesses 

     

All information is confidential. 
Thank you for your time and cooperation 

by sharing your information with us. 
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ORGANISATIONAL CULTURE AND MANAGERIAL COMPETENCIES QUESTIONNAIRE 
 
MIDDLE-LEVEL MANAGERS - SELF APPRAISAL 

 
I would like to thank you in advance for taking the time to share this information with us. 
Mark the applicable answer with an X.  For statistical purposes, it is important to 
complete ALL the questions.  MARK ONLY ONE ALTERNATIVE FOR ALL THE 
QUESTIONS. 

 
SECTION A: YOUR DEMOGRAPHIC VARIABLES  
 

1. Your gender 
Male 1 

Female 2 

2. Your age in years 

18-22 1 
23-42 2 
43-62 3 
63+ 4 

3. Full years of service at ABI 
Up to 5 years 1 

More than 5 years 2 

4. Your race 

Black 1 
Coloured 2 

White 3 
Indian 4 

Other (specify): 
5 

5. In which region do you work? 

KZN Region 1 

North Region 2 

South Region 3 

Central Region 4 

CIC/SSD/COF 5 

6. What is your highest qualification? 

Grade 12 1 

Diploma / Degree 2 

Postgraduate degree 3 
Other (specify): 

4 

7. In which department do you work? 

Sales & Marketing 1 

Manufacturing 2 

Distribution 3 

Warehouse 4 

Support Function 5 
Other (specify): 

 6 
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SECTION B:  PERFORMANCE CULTURE PERCEPTIONS 
 
On a scale of 1 to 5  where 1 is “strongly disagree” and 5 is “strongly agree”, indicate the 
extent to which you agree with each of the following statements. 
 
  1 2 3 4 5 

1 ABI has systems in place to monitor corporate, 
service and individual performance  

     

2 ABI’s performance systems measure actual 
performance against plans and objectives 

     

3 ABI’s performance systems are structured to take 
corrective action where needed 

     

4 ABI has an understandable, compelling corporate 
mission, vision, values and goals  

     

5 

There is an acceptance and understanding by all 
ABI employees that superior execution of agreed 
actions and good performance are a business 
priority 

     

6 ABI’s corporate mission, vision, values and goals are 
widely communicated 

     

7 ABI’s employees are committed and motivated in 
their outputs 

     

8 ABI’s employees are always willing to do more than 
what is expected of them 

     

9 
ABI’s employees understand and believe that they 
play an important part in the overall success of the 
business 

     

 
SECTION C:  MANAGERIAL COMPETENCIES 
 
On a scale of 1 to 5  where 1 is “strongly disagree” and 5 is “strongly agree”, indicate the 
extent to which you agree with each of the following statements regarding your  
managerial competencies. 
 
Carefully respond to each statement below  1 2 3 4 5 

1 I give my reports  information that enables them to compare their 
performance with their goals 

     

2 I make timely decisions      
3 I inspire the team members and encourage team commitment      

4 I show genuine sensitivity to the diverse needs, opinions and 
feelings of others 

     

5 I make sure I understand my reports by paying  attention to them 
when we talk (ignore any distractions i.e. telephone, e-mails) 

     

6 I take calculated risks and anticipate the consequences      

7 
I appropriately staff  the team, taking into account the value of 
diverse perspectives, technical skills needed, and development 
goals 

     

8 I build strong interpersonal relationships with a diverse range of 
people 

     

9 I encourage my reports to voice their opinions      

10 I develop plans and keep to schedules to achieve specific goals 
efficiently 
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11 I provide my reports with the necessary resources to achieve 
team goals 

     

12 I handle conflict  and disputes constructively      
13 I speak and write clearly, concisely and effectively      
14 I assign priorities to tasks      
15 I motivate team members to come up with creative solutions      
16 I am willing to admit mistakes      

17 
I encourage dialogue where all parties participate in the 
conversation 

     

18 I determine, obtain and organise the necessary resources such 
as material, people and funds 

     

19 I expect my reports to take responsibility for their actions      
20 I trust my  team members       

21 
I inform my reports of relevant events and activities, and keep 
them up to date 

     

22 I delegate responsibility for task completion      
23 I expect, recognise, praise, and reward teamwork      
24 I use constructive outlets to vent frustration and reduce tension      

25 I use different communication media (verbal, written and 
electronic) to convey a message clearly 

     

26 I set challenging goals for the team that are aligned with 
business goals 

     

27 I facilitate the allocation of tasks and responsibilities as 
appropriate to individual team members 

     

28 I strike a reasonable balance between work and other life 
activities so that neither aspect of living is neglected 

     

29 I negotiate effectively on behalf of the team over roles and 
resources 

     

30 I formulate clear objectives to reach the team goals      
31 I keep the team moving towards its goals      

32 I use my strengths to improve or compensate for my 
weaknesses 

     

 
All information is confidential. 

Thank you for your time and cooperation 
by sharing your information with us. 
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