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ABSTRACT 

Organisational output depends on the ability to manage a diverse work force 

(Ngambi, 2014:185). Within the realm of Public Administration, “diversity and 

learning how to manage its complexity are perhaps among the most important 

challenges” (Sabharwal, Hijal-Moghrabi & Royster, 2014:206). According to Cloete & 

de Coning (2011:ix) there is a continuous need to improve the outcomes of public 

policy and in particular government policies concerning diversity practices. Fourie 

(2016:70), emphasises that over and above “surface-level diversity” (i.e., 

demographics), there is an increasing need for organisations to understand “deep-

level diversity” (i.e., employees‟ personalities and their values) as a mechanism to 

drive the organisation‟s strategic objective. This study, therefore, sought to 

understand the relationship between diversity management and organisational 

practices in the Department of Military Veterans.  

A qualitative research methodology was adopted for this study in the form of 

descriptive research, while the research design was in the form of a case study 

approach. Non-probability sampling technique was applied to the research 

population. Nine (9) participants were identified for the purpose of the study, with an 

equal number of participants identified in programme 1 (Administration); programme 

2 (Socio-Economic Support); and programme 3 (Empowerment and Stakeholder 

Management). Data was gathered from an extensive literature review and semi-

structured interviews. The data was analysed through analytic induction.      

The findings indicate that organisational practices in the Department of Military 

Veterans have had a negative effect on diversity management. The study provides 

key recommendations in terms of how diversity and organisational practices should 

be managed in the future by the Department of Military Veterans. One such 

recommendation is to review the strategic direction and intent of the Department and 

to include diversity management as part of the organisation‟s strategic objectives.  

 

Keywords: diversity management practices, organisational practices, human 

resource management, Department of Military Veterans. 
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CHAPTER 1 

ORIENTATION AND PROBLEM STATEMENT 

 

1.1. INTRODUCTION AND ORIENTATION 

Public Administration is rooted in both theory and in practice (Oyedele, 2015:1). It is 

a science that studies people in the administration and management of organs of 

state, while scholars of Public Administration seek to better understand the 

behaviour and actions of individuals within an organisational setting that operates in 

a political context (Thornhill & van Dijk, 2010:95; Kuye, 2005:52). Public 

Administration is, therefore, concerned with the “what” and “how” of the public 

service i.e. what needs to be done? How is it going to be done? (Mfene, 2009:211).  

 

“Public servants need to be aware of the impact that they have, they need to look 

at the benefits they provide for customers both internal and external – it is how 

(the) Batho Pele principles link together. The ideal public servant is someone who 

is proud to serve, happy, motivated, energetic, forward thinking, ethical and 

professional” (Motswai, 2017:46). 

 

An organisation cannot achieve its objectives without the efforts of its individual 

employees, and the manner in which interactions are managed between the 

employees within an organisation. This would determine whether an organisation 

achieves its objectives or not (Mullins, 2013:132). For the purpose of this study, the 

concept “organisation” is utilised as a synonym which refers to an “organ of state” or 

“state institution”. Furthermore, its basic values and principles are based on and 

guided by Section 195 of the Constitution of the Republic of South Africa, 1996.  

 

The research topic for this study is: an inquiry between diversity management 

practices and organisational practices in the Department of Military Veterans, a case 

study. An inquiry is defined as the act “of seeking knowledge or information 

concerning something”, or it is the act of “asking, questioning and or interrogation” 

(Oxford English Dictionary, 2017: Online). For the purpose of this study an inquiry 
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implies that research is undertaken to solicit the nature of the relationship between 

diversity management practices and organisational practices in the Department of 

Military Veterans, using a case study approach.  

 

It is important to also explain and define organisational practice. The word practice is 

a verb connected to an act of performing a particular: activity, method or custom out 

of habit or regularly (Oxford English Dictionary, 2017:Online). The application of the 

concept of practice reveals that it is descriptive and empowers researchers to 

understand and describes deliberate conduct and or; describes action that is not 

intended (i.e. unintended consequences) because such consequences are as a 

result of conduct (Turner, 2007:6). Organisational practices is a concept that refers 

to the effect of a total sum of written and unwritten rules and procedures which 

stipulate how particular tasks within the organisation should be executed and 

manifest into institutionalised practices (Adegbite, Simintiras & Dwivedi, 2018:36). 

 

Organisational practice, according to Kostova and Roth (2002:216), refers to the 

regular utilisation of knowledge by an organisation to execute a specific function 

which has evolved over time and it is influenced by its: “history, people, interests and 

actions” and reflects a “shared knowledge of the organisation” which is accepted by 

members of the organisation. Therefore, the manner in which organisational 

knowledge is perceived and understood impacts on its practices. Therefore, for 

service delivery to take place, public servants should be familiar with and have the 

necessary organisational knowledge (Mfene, 2009:213).  

 

There are inconsistencies in the scholarly findings of the effects of diversity on 

organisational effectiveness (Choi & Rainey, 2010:109). Diversity studies became 

prominent in the United States of America during the 1980s as a consequence of 

initiatives from the Civil Rights Movement, which was aimed at addressing 

discrimination in the workplace (Kelly & Dobbin, 1998: 960). In South Africa, diversity 

was introduced as a concept and mechanism to eradicate discrimination in the 

workplace. For example, the Preamble to South Africa‟s 1996 Constitution is a 

statement of intent to distance oneself from the injustices of the past and into a 

democratic future united by the diversity of South African people (Constitution of the 

Republic of South Africa, 1996). 
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There is no consensus among scholars in terms of how diversity should be defined 

(Uys, 2003:30). According Lumby (2006:152), for example, diversity should be 

understood as having a multiplicity of contributing attributes such as: “age; disability; 

religion; sexual orientation; values; ethnic culture; national origin; education; lifestyle; 

beliefs; physical appearance; social class and economic status” and that diversity 

management practices should take into account one‟s: “skills, and experience” in 

terms of “function, length of service and style of leadership”. Whereas, Gildenhuys 

(2008:21) argues that diversity and the management thereof should be understood 

as a process that seeks to create and maintain a positive working environment 

wherein differences among individuals is acknowledged, valued and managed to 

maximise the potential of each employee to achieve an organisation‟s strategic goals 

and objectives. Bassett-Jones (2005:169) postulates that the concept of diversity 

management is generally misunderstood and such misinterpretation increases: 

“suspicion and conflict in the workplace that can result in absenteeism, poor quality, 

low morale and loss of competitiveness” within organisational settings.  

There are two varying approaches in the study of diversity, namely to: identify 

discriminatory practices within the workplace; and “examine the effects of diversity 

on work-related outcomes” (Janssens & Steyaert, 2003: No page number). For the 

purpose of this study, both approaches are acknowledged. However, more emphasis 

was placed on the latter approach, which aimed to provide a clearer understanding 

of the relationship between diversity management and organisational practices in the 

Department of Military Veterans.  

 

1.2. PROBLEM STATEMENT 

The DMV considers diversity management to be synonymous with affirmative action 

(Department of Military Veterans, 2014b:3). The problem is further exasperated by a 

lack of quality assurance mechanisms in the Department. This finding was revealed 

by the Auditor-General of South Africa (AGSA) against the Department‟s leadership 

during the 2016 / 2017 audit cycle (Department of Military Veterans, 2017c:76-77). 

As such according to Kochan, Bezrukova, Ely, Jackson, Joshi, Jehn, Leonard, 

Levine & Thomas, (2003:7), human resource practices, within an organisational 

setting, may result in diverse teams but unskilled in managing diversity. Hence in 
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such organisations, there is a likelihood that negative outcomes would be 

experienced such as disruptive conflict and increased turnover that can impair 

performance.  

 

According to Jreisat (1992:99) public organisations are faced with a challenge of 

“how to use resources efficiently and how to serve their publics effectively” and 

furthermore, according to The National Planning Commission (2011:363), public 

administration is service delivery orientated and concerned with the provision of 

tangible goods and intangible services. However, the quality of service delivery 

“depends on the quality of administration practiced by public institutions” (Mfene, 

2009:209-210). A manager‟s experience, therefore, plays a vital role of the manner 

in which they manage subordinates (Brevis, 2014:44). Experience should be 

understood as the knowledge and skill an individual manager has gained through 

executing tasks for a period of time (Oxford Advanced Learner‟s Dictionary, 

2010:514). 

 

For a period of five successive audit cycles (2013 / 2014, 2014 / 2015, 2015 / 2016 

and 2016 / 2017), the Department of Military Veterans has been unable to achieve a 

clean audit outcome. A clean audit outcome is achieved when an organisation‟s 

financial statements do not have material misstatements and there are no material 

findings in reporting performance objectives and or non-compliance with legislation 

(AGSA, 2017). The Department of Military Veterans, therefore, requires 

transformational leadership as a catalyst for effective and efficient service delivery. A 

transformational leader has admirable qualities that result in followers identify with 

the leader and is capable of inspiring and motivating his or her followers by: 

challenging assumptions; taking risks; soliciting the followers‟ ideas; paying attention 

to his or her followers‟ needs and by coaching and mentoring his or her followers 

(Judge & Piccolo, 2004:755). 

 

The recurrence of similar leadership findings against the Department of Military 

Veterans by the Auditor General should be accepted as a signal that the concept of 

diversity management and the notion of efficient and effective organisational 

practices are misunderstood by members of the Senior Management Service.  
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1.3. RESEARCH OBJECTIVES 

The objectives of the study were to: 

 

a. Analyse theoretical concepts, approaches, models, principles and frameworks 

pertaining to diversity management and organisational practices. 

 

b. Analyse the statutory and regulatory framework that governs the Department 

of Military Veterans in terms of organisational practices and diversity 

management. 

 

c. Solicit how members of the Senior Management Service in the Department of 

Military Veterans understand and interpret diversity management practices 

and current organisational practices. 

 

d. Provide improved recommendations of how members of the Senior 

Management Service in the Department of Military Veterans could improve 

diversity management practices to enhance organisational practices. 

 

1.4. RESEARCH QUESTIONS 

The research questions of this study include: 

a. According to literature, what does diversity management and organisational 

practices entail? 

 

b. Does the Department of Military Veterans comply with regulations and 

legislation related to organisational functioning and in particular diversity 

management? 

 

c. What is the members of the Senior Management Service in the Department of 

Military Veterans understanding and interpretation of diversity management 

practices and current organisational practices? 
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d. What recommendations can be provided to improve diversity management 

practices and organisational functioning in the Department of Military 

Veterans? 

 

1.5. CENTRAL THEORETICAL STATEMENTS (CTS) 

Diversity management is vital for contemporary organisational management (Choi & 

Rainey, 2010:109). Furthermore, there is a relationship between diversity 

management, organisational practices and work-related outcomes because “when 

HR practices support the creation of a workforce that has the skills needed to turn 

diversity into an advantage, diversity is more likely to lead to positive performance 

outcomes” (Kochan et at., 2003:7).  

Diversity management generally refers to the culture of an organisation (Hays-

Thomas, 2009:5), and it is about changing organisational practices and culture to 

manage a diverse workforce effectively (Ashikali & Groeneveld, 2015:147).  

However, diversity management practices fail because of the development and 

implementation of “quick fix solutions, category stereotyping, decreased 

effectiveness of group interaction underlying assumptions of diversity and the 

inability to make paradigm shifts” (Van der Westhuizen, 2007:28).  

Culture, according to Greybe and Uys (2001:189), effects how an organisation is 

managed, and to manage organisations successfully; these should implement 

systems and practices to encourage the advantages of diversity to flourish (Cole & 

Similath, 2013:152). In developing such systems, organisations should avoid 

considering employees and their diversity as a mere resource that could be 

manipulated to serve and achieve organisational goals; but consider employees as 

human beings whose circumstances and experience within the organisational 

context should be utilised to guide diversity management endeavours (Greeff, 2015: 

No page number).  

The neo-classical organisational theory is the foundation and rationality upon which 

the relationship between organisational practice and diversity management exists 

because organisations should create a climate in which employees are inspired, 

confident and opportunities for  development to prepare them for the future and 

desired career paths (Human, 2005:52). According to the neo-classical 
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organisational theory, the key to improving organisational efficiency and 

effectiveness lies in the ability to understand the employees social nature 

(Kummerow & Kirby, 2014:5,11-14)  

Managing diversity demands that skills, competencies and policies are underscored 

to maximise each employee‟s contribution towards the goals of an organisation (Uys, 

2003:36). Thus leadership is a major contributory factor concerning the manner in 

which diversity is managed (Visagie et al., 2011:225, 228&243). Leadership and 

management are concepts which are commonly used interchangeably. 

Consideration of these concepts as a synonym is a misconception (Human, 

2005:12).  

 

A leader‟s focus should be on innovation and efforts should be centred on inspiring 

confidence among their subordinates because they have a long-term view, whilst 

management is a concept to maintain order within an organisation. The manager‟s 

role is to administer an organisation‟s policies although they have a short-term view. 

Their function is to initiate and follow procedure (Pansegrouw, 2017:28 & 29). In a 

study titled Transformational leadership in the South African public service after the 

April 2009 national elections which sought to understand transformational leadership 

processes and how the public service could improve its practices in the quest to 

render quality service to South Africans Mokgolo et al. (2012:1), revealed that 

“transformational leadership had a positive correlation with subordinate leadership 

acceptance and job satisfaction”.  

 

1.6. LITERATURE REVIEW 

Criticism has been levelled against diversity studies. According to Lorbieckie and 

Jack (2000:S18-S19), diversity scholars have been criticised for precluding to 

provide theoretical explanations about diversity because the concept has numerous 

dimensions. Consequently, diversity scholars become consumed by the need to 

define and categorise the concept, which may lead to an overlap between the 

various categories and an incorrect assessment of the differences in the various 

categories. In Jansens and Steyaert, (2003:5, 6, 8 & 10), critics also argue that 

diversity is a legislative requirement and as such, managing it is more of a 

compliance requirement and ineffective to achieve strategic objectives set by an 
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organisation. The third criticism levelled against the effectiveness of diversity is that 

people are attracted to those who are similar to them and as such integration is more 

difficult in a heterogeneous setting. 

 

Diversity management has both positive and negative work-related outcomes. An 

example of the former outcome is improved quality in decision-making as a result of 

including a wider range of perspectives to address a particular problem, whilst an 

example of the latter outcome would be in the form of a reduction in group 

identification; an outcome of which may lead to a reduction in employee: 

commitment, retention and satisfaction (Ashikali & Groeneveld, 2015:148). 

 

A narrative literary review was undertaken to conduct the study. A narrative review 

refers to an analysis of concepts, theory, including research that is available in 

relation to a researcher‟s field of interest with the aim of providing a background to a 

topic being researched (What is already known about the area of interest? What 

concepts and theories apply to the area of interest? What research methods and 

research design have been utilised to study the area of interest? What are the major 

controversies? Are there inconsistencies in the research findings? Are certain 

research questions unanswered in the area of interest? How does the literature 

relate to a researcher‟s research questions?), and what contribution would be made 

to the scientific body of knowledge (Bryman, 2016:82-84). Narrative review analyses 

and summarises a body of literature and draws conclusions about a particular topic. 

This is done to provide the reader with a detailed background to understand current 

knowledge and highlight the significance of the new research (Cronin et al., 

2008:38). In terms of this inquiry, a narrative review of diversity management and 

organisational practices was conducted.  

 

1.7. RESEARCH METHODOLOGY AND DESIGN 

This study adopted the qualitative research methodology which aimed to understand 

the experiences and context of the subjects being studied (Flick, 2007:X). A 

qualitative research approach is based on flexible and explorative methods, and it is 
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useful to provide a description of small communities, groups or organisations 

(Welman et al., 2005:8 & 188).  

There are three variables to this research topic, namely: “diversity management 

practices”; “organisational practices”; and “Department of Military Veterans”. A 

variable is “an attribute of the study object”, and it can either be a dependant 

dependent (Y) or an independent variable (X); the former being a characteristic 

measured to determine how it is affected by the latter, whereas an independent 

variable is a characteristic which is selected and manipulated by a researcher to 

determine its effect on the problem being investigated (Welman et al., 2005:16-17). 

However, in qualitative research, variables are not necessarily controlled because 

the method endeavours to understand and explain through gathered data, literature 

reviewed including qualities, characteristics and or properties of a problem being 

studied (Henning et al., 2004:3-5). 

1.7.1. Research design  

Research design refers to a framework and strategy that is utilised to generate and 

analyse data. Furthermore, it is also a mechanism used to test the validity and 

reliability of the research findings (Bryman, 2016:37). This study pursued relativism 

as its research paradigm. Research paradigm refers to the “…underlying set of 

beliefs about how the elements of the research area fit together and how we can 

enquire (sic) of it and make meaning of our discoveries” (Wisker, 2001:123). A 

relativist approach studies a problem in its natural setting. There is no pre-selection 

of variables or manipulation of thereof (Lambert & Lambert, 2012:255). Relativism 

seeks to understand meaning and people‟s experiences within a societal setting and 

it encourages a constructivist order of inquiry (Guba, 1992:17). Constructivism 

asserts that the truth is relative because it is dependent on a person‟s perspective 

(Baxter & Jack, 2008:545). 

The study design is in the form of a case approach. Case studies require in-depth 

contextual analysis “of a limited number of events or conditions and their 

relationships” (Webb & Auriacombe, 2006:599). According to Zainal (2007:1), case 

studies enables a better understanding of behaviour through the research participant 

perspective in order to explain “both the process and outcome of a phenomenon”, 

which is acquired “through detailed, in-depth data collection methods, involving 
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multiple sources of information that are rich in context” (Schurink, 2009:814). In sum, 

a case study research design involves a detailed analysis of a particular case such 

as a single organisation (Bryman, 2016:55). Therefore, the case study approach is 

best suited for this study because of its enabling framework to intensively study and 

analyse the unit of analysis which conform to the identified research objectives. The 

unit of analysis for this study is the Department of Military Veterans.   

There are various types of case study designs. However, a descriptive case study is 

most relevant for the purpose of this study as a result of the research topic and 

objectives. A descriptive case study is conducted when a researcher seeks to 

“describe an intervention or a phenomenon and the real-life context in which it 

occurred” (Baxter & Jack, 2008:548). However, the difficulty in pursuing a descriptive 

case study is to provide a descriptive theory to support the description of the 

phenomenon (Zainal, 2007:3).   

Case study research design is considered simply descriptive and lacks theoretical 

significance because the sample size is comprised of one or a few, which makes 

generalising impossible (Garson, 2002:209). Flyvbjerg (2006:221; 225 & 226), 

suggests that it is incorrect to conclude that generalisations cannot be reached from 

a single case because it depends on the case, how it was selected and “the most 

important precondition for science is that researchers (sic) possess a wide range of 

practical skills for carrying out scientific work and that generalisation is just one of 

these”; and argues that “context dependent knowledge” is necessary to develop 

individuals from “rule-based beginners” to skilful experts”. 

1.7.2. Databases consulted 

The following databases were utilised to determine access to literature for the 

purpose of this study: 

a. Catalogue of books, Ferdinand Postma Library (North-West University) 

b. Index of South African Periodicals (ISAP) 

c. Catalogue of theses and dissertations from South African Universities 

d. EBSCOhost Academic Search  

e. JSTOR 

f. Google Scholar 
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g. Government websites 

The preliminary search for information revealed that adequate material was available 

to complete the study. 

1.7.3. Empirical investigation 

The empirical investigation is in the form of descriptive research. Descriptive 

research “aims to find out more about a phenomenon and capture it with detailed 

information” and the capturing and description is true “for that moment in time” and it 

helps in a better understanding of a phenomenon (Wisker, 2001:118).  

 

Inductive logic was used to advance this study‟s empirical investigation because 

deductive reasoning is not ideal in organisational studies. Furthermore, it places a 

limit on the improvement of organisational science because of its top-down 

perspective that largely depends on testing presupposed hypotheses and comprises 

of insufficient theory (Woo et al., 2017:255). Inductive reasoning seeks to find 

proximity and or similarities between cases by drawing inferences (Heit, 2000:570). 

However, inductive logic merely presents reasoning in organisational studies due to 

its tendency to generalise (Ketokivi & Mantere, 2010:5). 

 

1.7.4. Population and Sampling 

Sampling procedures in qualitative research are flexible whilst the sample selection 

has a significant impact on the quality of the study (Coyne, 1997:623). The purpose 

of sampling is to allow the development of generalisations of people or events that 

have not been observed by identifying with a particular component of the population 

(a sample) with the aim of drawing inferences about the nature of the entire 

population (Burger & Silima, 2006:656-657).  

Research population refers to the unit of analysis to be studied, which may range 

from: individuals, groups, organisations, events or conditions they are exposed to in 

order to provide generalisations of the results of a study, and generalise; and sample 

population must be representative. A sampling frame refers to “a complete list in 

which each unit of analysis is mentioned only once”, while the units of analysis must 
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have similar properties and be of comparable proportions from the total population it 

was collected because research results are only applicable “to the people in the 

same sample who participated in the original research” (Welman et al., 2005:52, 55 

& 57). The research population for this inquiry comprised of the entire Senior 

Management Service corps in the Department of Military Veterans (N = 22) 

(Department of Military Veterans, 2017:55).  

Non-probability sampling, which was applied for this study, is a technique utilised in 

qualitative research. The objective is to acquire an in-depth description and 

understanding of a phenomenon (Burger & Silima, 2006:662). Purposive samples, 

which was selected from the sampling frame enables flexibility; is deliberate in 

selecting a diverse range of research subjects who possess adequate information 

rich in terms of the research topic, or have particular characteristics and experience 

(Hennink et al, 2011:85). According to Tongco (2007:147), in applying purposive 

sampling “the researcher decides what needs to be known and sets out to find 

people can and are willing to provide information by virtue of knowledge and 

experience”.  

The deviant sampling procedure was utilised in the selection of the sample 

population to ensure representativity. Deviant sampling is a form of purposive 

sampling which requires selecting between “outstanding success” and notable 

“failures” cases (Teddlie & Yu, 2007:81). For the purpose of this study, attention was 

focused on notable failure cases. A sample is representative when it “has the exact 

properties in the exact same proportions as the population group, but in smaller 

numbers” (Welman et al., 2005:55). The sample population totalled n = 9, and was 

constituted as follows: 

Senior Management Service (SMS) 

Members 

Number of research participants 

identified to participate in the study 

Programme 1: Administration 3 

Programme 2: Socio Economic Support 3 

Programme 3: Empowerment and 

Stakeholder 

3 
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Management 

Total: sample population (n) 9 

  

1.7.5. Instrumentation and data collection 

Data was gathered from the reviewed literature and semi-structured interviews. The 

reviewed literature addressed the objective: an analysis of theoretical concepts 

relevant to diversity management and organisational practices. Whilst intensive 

analysis in case studies was derived from theoretical analysis, semi-structured 

interviews comprised of a list of questions or topics (interview schedule), which 

served a guide and “…similar wording were used from interviewee to interviewee. 

Semi-structured interviews guarantees that “the interviewee has a great deal of 

leeway in how to reply (and) the interviewer picks up on interviewees‟ replies” 

(Bryman, 2016:58 & 370).  

The proposed instrumentation takes the relativist approach. According to Schurink 

(2009:808), relativism moves from a premise that the world can only be discovered 

through “a systematic, interactive methodological approach” and it argues that 

knowledge is derived from “understanding symbols and meaning”. The relativist 

approach collects data through “participant observation, human documents, and 

interviewing” and is systematically analysed to provide insight into the behaviour 

observed by interpreting responses provided by research respondents.    

The validity of this study‟s instrumentation was determined by whether its design 

measures the attitude and perceptions of the sample population towards diversity 

management and organisational practices in the Department of Military Veterans, 

including its reliability which depended on its ability to assent to generalisations of 

the research population. According to Mason (2002:39 & 175), validity refers to the 

ability of the instrumentation to measure what it states it intends to measure, by 

demonstrating that “concepts can be identified, observed or „measured‟” as the 

research claims, and ensure reliability; “„mechanical arguments‟” must be developed 

which focus on “how processes are constituted and operate”, whereas the concept 

reliability refers to the ability to generalise as a result of data analysis.  
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According to Rubin and Rubin (2005:145-151 & 203), qualitative interviewing 

techniques enables one to amend  the questions depending on the information 

gathered as well as maintain the interview structure. Interviews should be arranged 

according to the following category of questions: “main questions” prepared in 

advance; “probes” help to clarify the level of depth sought and “follow up questions” 

to show the researchers level of interest. Preliminary interviews, are essential was 

conducted because these focus on the main questions posed to comprehend how 

the problem arose.  

It was anticipated that the question of variation in the participants should be 

addressed because the sample group is drawn from the Senior Management Service 

corps. Their appointment, function and practice is regulated by the Senior 

Management Service Handbook.  

1.7.6. Data analysis 

Data analysis refers to the framework within which data will be analysed (Bryman, 

2016:442). Analysis occurs when data is transformed into research results, however, 

the latter cannot be accurate (cannot provide a solution to a problem) if data is in. 

complete or biased (LeCompte, 2000:146). 

According to Cloete (2007:513-514), qualitative data analysis involves “all forms of 

analysis that was gathered using all forms of qualitative techniques”. Furthermore,  it 

is comprised of: narrative descriptions, explanations, outcomes, impacts of events, 

thought and behaviour patterns related to a problem under investigation.  

Descriptions, must be contextualised because it forms the basis for an analytical 

framework process. An analytical framework is comprised of the following critical 

stages: “data familiarisation, identifying a thematic framework, 

indexing/coding/classification, charting, and mapping and interpretation”. According 

to Teddlie and Yu (2007:81), “comparisons or contrasts” are at the centre of 

qualitative data analysis strategies. 

 

Therefore, the analytic induction framework was within which the data was analysed 

for the purpose of this study. According to Bryman (2016:443), “analytic induction is 
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an approach to the analysis of data in which the researcher seeks universal 

explanations of phenomena by pursuing the collection of data until no cases that are 

inconsistent with a deviant cases of a phenomenon are found”. Data collected 

through semi-structured interviews was transcribed. Furthermore, triangulation was 

utilised to analyse the gathered data.  

 

Triangulation is an inductive procedure used to search for “recurring patterns and 

consistent regularities” (Welman et al., 2005:143 & 194). There are various types of 

triangulation. However, for the purpose of this study both data and theory 

triangulation was considered. Data triangulation is about the “use of varied data 

sources in a study” and theory triangulation is about the “use of multiple perspectives 

to interpret a single set of data” (Brantlinger et al., 2005:201).  

1.7.7. Limitations and delimitations 

The research design could be considered the primary limitation of this study because 

it is ethnographic and rooted in relativism. Firstly, critics argue that relativism is 

subjective, and may lead to irrationality and fantasy due to logical inconsistencies 

that might arise from the need to entertain “…mutually exclusive views” which may 

confuse the distinction between what a social group thinks is reality and what is the 

actual reality (Guba, 1992:18-19). Furthermore, relativism is considered to have 

failed to distinguish between behaviour or a view-point that is correct to that which is 

wrong. Under relativism it can be claimed that behaviour or a view-point is ethical 

which must be accepted as legitimate (Piroozvand & Nassiri, 2012:593). The second 

limitation to this inquiry may arise as a result of the sample population rejecting the 

research objectives. Moreover, the proposed study could be perceived as an attempt 

to expose individual‟s weaknesses.    

There are delimitations to this study. Delimitations refer to a statement by the 

researcher detailing what the study will not include and why (Hofstee, 2006:87). This 

study did not consider the experiences of middle managers in the Department of 

Military Veterans, because the Senior Management Service Programme within South 

Africa‟s Public Administration was designed to provide leadership in provision of 

effective and efficient services to the various stakeholders (DPSA, 2003: No page 

number). Moreover, it was fundamental to have an understanding of the attitude of 



16 

senior managers in the DMV towards diversity management and organisational 

practices. 

 

1.8. ETHICAL CONSIDERATIONS  

There are general ethical guidelines to be considered in social research. Such 

guidelines guide the values in the research process (Bryman, 2016:521). Research 

participants must provide and sign a letter of consent to participate in the study. 

Furthermore, their identities are protected to avoid being harmed and or 

embarrassed (Jelsma & Clow, 2005:4 & Ntseane, 2007:47). Two further ethical 

considerations which researchers should be mindful of include: participants‟ right to 

privacy (notify participants that their identity would remain anonymous) and the 

“involvement of the researcher” (researcher should not manipulate research 

participants or treat them as objects. The researcher must be mindful that research 

participants are human beings and therefore, be treated as such) (Welman et al., 

2005:201). This study adhered to the aforementioned ethical considerations. 

 

1.9. SIGNIFICANCE OF THE STUDY  

There is a dilemma in interpreting the concept of diversity management and its 

practice in the Department of Military Veterans. Diversity management practices 

have been implemented in the Department of Military Veterans under the guise of 

employment equity, that is,  advance affirmative action and equal opportunity for the 

previously disadvantaged (Department of Military Veterans, 2014b:76). In order for 

diversity management to flourish in an organisation, the working environment should 

respect individual differences and treat all employees with dignity and mutual respect 

among all employees (Mullins, 2013:133). 

The significance of the study is three-fold. Firstly, there is need to have a deeper 

understanding of why diversity management is narrowly interpreted in the 

Department of Military Veterans in an attempt to improve its work-related outcomes 

through quality service delivery to its constituents, both internally and externally. 

Secondly, provide members of the Senior Management Service with 

recommendations that may enhance organisational practices. Thirdly, the study 

contributes to the body of knowledge of public administration through an analysis of 
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theoretical concepts, approaches, models, principles and frameworks which relate to 

diversity management and organisational practices to further illustrate the 

significance of organisational behaviour in decision-making.  

 

1.10. CHAPTER LAYOUT 

The layout of chapters for this study is as follows: 

Chapter 1: Orientation and Problem Statement 

Chapter 1 explains the researcher‟s intention and why it is important for the purpose 

of achieving the objectives of the study. This is done by providing an explanation of 

the orientation and problem statement; followed by research objectives; research 

questions; central theoretical statements; methodological considerations; 

significance of the study as well as the provisional chapter layout (Hofstee, 2006:83-

84). 

Chapter 2: Diversity management and organisational practices 

Chapter 2 analyses theoretical concepts, approaches, models, principles and 

frameworks pertaining to diversity management and organisational practices. 

According to Welman et al. (2005:38), conducting a literature review enables the 

researcher to illustrate the controversies and or inconsistencies that exist and justify 

why the research should be conducted. 

Chapter 3: Statutory and regulatory framework 

Statutory and regulatory framework prescribes how services provided by a particular 

organ of state ought to be (Zaaiman, 2015: No page number). This implies that it 

refers to the rules (legislation) that organs of state must adhere to in “the designing 

and execution of policy programmes” (Van der Waldt, 2004:5). Chapter 3 focuses on 

the legislation and policy framework within which the Department of Military Veterans 

must operate in, in relation to the research question. 

Chapter 4: Empirical findings: An inquiry into the relationship between 

diversity management practices and organisational practices in the 

Department of Military Veterans 

In this chapter the empirical findings is presented by reflecting on the significance of 

the findings in relation to the research questions (RQs) and the reviewed literature 
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(Bryman, 2016:499). The chapter also provides an overview of the research 

methodology -and design that will be utilised.  

Chapter 5: Conclusion and recommendations 

Chapter 5 provides a summation of the concepts and themes that motivated the 

study, followed by generalisations and possible solutions to the identified research 

problems.  

 

1.11 CHAPTER SUMMARY 

This chapter aimed at providing an explanation of the orientation followed by 

outlining the problem statement research objectives; research questions; central 

theoretical statements; methodological considerations; ethical considerations; 

significance of the study as well as the chapter layout.  

 

The next chapter provides an analysis of diversity management and organisational 

practices, theoretical concepts, approaches, models, principles and frameworks. 
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CHAPTER 2 

 

LITERATURE REVIEW: DIVERSITY MANAGEMENT AND 

ORGANISATIONAL PRACTICES 

 

2.1. INTRODUCTION 

This chapter provides a narrative analysis of diversity management and 

organisational practices, theoretical concepts, approaches, models, principles and 

frameworks within an organ of state. Daft, Murphy & Willmott (2010:9) hold that 

managing diversity effectively improves an organisation‟s reservoir of skill set and 

ideas which in turn advances problem solving and service delivery (Gilbert et al., 

1992:61). According to van der Waldt (2003:57), “Theory…offers a perspective or a 

set of lenses through which we view a problem or phenomenon under 

consideration”. The concept organisational practices is analysed within the 

organisational behaviour realm, however, the focus is on Public Administration, the 

discipline.  

 

The premise of the study was to investigate phenomena related to diversity 

management and organisational practices. The structure of this chapter is as follows: 

an attempt is made to examine and discuss organisational theory in relation to public 

administration; and determine the influence organisational theory may have on 

diversity management and organisational practices. Secondly, the historical 

institutionalist approach is discussed to determine how it perceives diversity 

management and organisational practices. Thirdly, the politics-administration-

dichotomy, as a normative theory for public administration is expounded upon. 

Fourthly, attention is focused on organisational behaviour to determine the probable 

link between organisational practices and organisational behaviour. Fifthly, 

transformational leadership is discussed to determine whether it impacts on diversity 

management and organisational practices. Sixthly, the chapter investigates the 

systems theory as a framework within which decision-making should take place. 

Seventhly, the rational choice theory and rationality as an approach to decision-
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making is discussed followed by a conclusion wherein a summary of the narrative 

analysis is provided.  

 

2.2. DEFINING PUBLIC ADMINISTRATION 

The formal study of Public Administration and the explanation thereof is new 

(Frederickson et al., 2012:2). Since there is no “unifying theory” of the discipline (Van 

der Waldt, 2015:1), no specific agreement exists among scholars (Maserumule, 

2013:447). According to Basheka (2012:34), Public Administration evolved overtime 

and has undergone various stages or paradigms beginning with the politics-

administration dichotomy (1887 to 1926). Stage two was characterised by “principles 

of Public Administration” (1927 to 1937). Stage three considered Public 

Administration as political science (1950-1970). Stage four of the evolution 

considered the discipline as management, during 1950-1970. Finally, stage five 

considered “Public Administration”; a view that emerged in the 1970s. 

 

Scholars, such as Whicker et al. (1993:532), argue that a theory of Public 

Administration should be viewed as synonymous with a theory of politics, whilst Van 

der Waldt (2014:124) suggests that the discipline has a wide ranging scope that 

includes the following functions: “planning, organising, staffing, directing, 

coordinating, reporting and budgeting”, and its study (administration) can be 

conducted from one or a combination of the following approaches: “normative, 

institutional and structural, legal, business management, behavioural, philosophical, 

historical, scientific, politics-administration-dichotomy, comprehensive, conventional 

and generic administrative”. Vyas-Doorgapersad (2011:237) on the other hand holds 

that the following administrative functions and processes are generic to public 

administration: “policymaking, organising, financing, personnel provision and 

utilisation, determination of work procedures and control.”  

 

Furthermore, in reflecting on developments that have occurred within the scholarship 

Public Administration, Kuye (2005:525) argues that modern concepts used in the 

discipline are “interdisciplinary” and “trans-disciplinary” in their approach. However, 

Frederickson et al. (2015:197), suggests that Public Administration draws inspiration 

from business disciplines such as organisation theory and management in an 
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attempt to improve public performance through the efficient allocation of public 

resources (Rossi, 2017:1). According to Demir (2009:504), there are three schools of 

thought of Public Administration in relation to governance, namely: separation (or a 

dichotomy of politics and administration); political; and interaction school of thought.  

 

2.3. ORGANISATIONAL THEORY 

There are numerous definitions of organisation. For example, according to Amos et 

al. (2008:3), an organisation may be defined as “…an arrangement of people in a 

systematic structure of jobs and authority, guided by processes, systems, policies, 

and procedures to accomplish some specific purpose over time”. Whilst Jreit 

(1992:2) suggests that in government, the organisation comprises of contending 

parties, divided powers, process of conflict resolution and control of resources, and 

adaptive change of organisational forms and practices. Raczkowski (2016:1-3) on 

the other hand, maintains that a State is a special organisation of society, because it 

is territorial and it is an assortment of institutions that are organised whose: political, 

legal and economic systems create optimum conditions for the development of a 

particular society.  

 

Irrespective of the various definitions of organisation, it has identifiable traits, namely: 

(1) social entity; (2) goal-orientated; (3) purposely designed and structured as an 

activity based system; and (4) linked to the external environment. In the case of 

public organisations, these are considered to be the primary instruments to 

implement of public affairs in contemporary societies (Daft et al., 2010:11&15).  

 

Organisations exist in one of two types of systems, namely: an open systems 

thinking; wherein an organisation is mindful of its context and environment and as a 

result its structure is designed to effectively manage input, transformation process 

and output, while the other system type is a closed. Within this system an 

organisation is sealed off from the outside world and management within focuses 

solely on refining its existing structure (van der Waldt, 2003:69-70). Furthermore, 

organisations have the following features in common: structure; process; 

relationship; authority and responsibility; performance and group behaviour which, 
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asserts that the success of an organisation rests upon individual and group 

behaviour (Mishra, 2009:4-6). 

 

Organisational theory is defined as models of structuring work activities and job 

design in an effort to build relationships among individuals to reach organisational 

goals (Subba, 2010:212). According to Clark (2000:37), organisational theory has its 

roots in modernism and the positivist approach. Modernism as an approach is 

considered to be a “…state of mind expressed in opposition to tradition or as the 

culture of modernity” (Esroy et al., 2010:5), whilst a positivist approach, within 

organisational theory, is spawned by contingency research into organisational 

structure and it is characterised by the following features: firstly, it is nomothetic 

because causal relationships are sought between the contingency factors (e.g. 

strategy, size) and structural factors (such as centralisation and specialisation). 

Secondly, the positivist methodology is comparative in its approach and it implores 

the measurement of variables and the statistical data analysis. Thirdly, 

organisational structure is explained in terms of “material factors such as size, 

technology, ideas, ideologies and perception. Fourthly, organisations require 

managers to adopt the organisational structure that is applicable to the contingency 

factors (Donaldson, 1998:1&3). 

 

Organisational theory‟s point of departure with respect to public administration is 

that, public policy and public decision-making cannot be understood outside 

“…political-administrative systems and their modes of operation, and that there is no 

one-size fits all diversity model within the public sector (Christensen et al., 

2007:1&14). Furthermore, organisational theory considers public administration to be 

concerned with decision making within government, based on the acceptance that 

individuals depend on habits, routines, and programmed behaviour to make 

decisions (Whicker et al., 1993:536).  

 

In addressing the question of theory and process impacting on public organisations, 

Jreisat (1992:9 & 41) suggests that there are three classical approaches to 

organisational theory, namely: scientific, administrative, and bureaucratic 

management. According to Taylor (1911: No page number), scientific management 

approach moves from a premise that the primary objective for management is to 
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secure maximum efficiency. It believes that the interests of the employer and those 

of the employee is the same because the prosperity of one is dependent on the 

prosperity of the other, and that an individual employee can only attain his “greatest 

prosperity” once he/she has reached his “highest state of efficiency”. This approach 

suggests that to reach the state of greatest prosperity, the employer has to arrange 

relations between him/herself and the employee with the end state of improving the 

output of each man and each machine. Furthermore, Grönroos (1994:6) is of the 

view that scientific management is an essential element to “service management”, 

which is a concept is linked to organisational theory and it aims to understand how 

organisations through its resources (personnel, budget, systems) is utilised to 

“…produce and deliver…utility and quality and also to better understand how 

organisations should be “…developed and managed so that the intended utility or 

quality is achieved”. The concept of scientific management calls on Public 

Administration to adopt scientific methods, and boost efficiency when confronted with 

management challenges (Myrick, 2012:11).      

 

Henri Fayol is credited as the most influential scholar of the administrative 

management approach to organisational theory because he provided “…a functional 

breakdown of administrative activities into elements of planning, organising, 

command, coordination and control”, which constitute the contemporary 

management process (Brevis, 2014:30-31). Max Webber‟s theory of bureaucracy 

(classical bureaucratic model), on the other hand, shaped the earlier thinking of 

organisational research (Greenwood & Lawrence, 2005:493). Webber foresaw the 

organisation as a rules-based entity that uses hierarchy as a control system. Within 

Webber‟s classical bureaucratic model, “Individual status and power is legitimised 

with position in the structure – not with formal qualification or talent” (Skyttner, 

2001:312).   

 

Cochrane‟s (2018:117-118) criticism of Webber‟s theory of bureaucracy highlights 

that it is idealistic and lacks enthusiasm to promote individualism within the 

organisation and reliant on a civil service that is obedient to and separated from 

politics. Furthermore, its hierarchy is based on individuals who do not display their 

personality at the workplace because it considers the individual a liability who is most 
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likely to disappoint in terms of his/her performance at work and as such the model 

advocated the utilisation of the stick rather than the carrot.  

 

Public organisations execute essential functions and vary from each other based on 

their mandate, mission, technology and size (Jreisat, 1992:1), and public 

organisation theories concerns itself with the design and development of structural 

arrangements for the conduct of public administration (Frederickson et al., 2012:100-

101). Institutional theory is crucial for public organisations to consider, because to 

effectively manage the politics-administration dichotomy “…the scientific principles of 

administrative management” must be applied within public organisations (Denhardt & 

Catlaw, 2015:74). 

 

2.4. INSTITUTIONAL THEORY 

According to Selznick (1996:271), institutional theory concerns itself with studying 

“…the emergence of distinctive forms, processes, strategies, outlooks and 

competences as they emerge from patters of organisational interaction and 

adaptation”. There are various types of institutional theory (Adegbite et al., 2018:38) 

including different interpretations and perspectives of institutionalism across the 

various academic disciplines (Ferris & Tang, 1993:4). For example, historical 

institutionalism is rooted in political science and it defines institutions as “...formal 

procedures, routines, norms and conventions embedded in the organisational 

structure of the polity”. Furthermore, it argues that there is a “path dependence” 

which determines institutional direction. There is rational choice institutionalism, 

which considers institutions to be “…a system of rules and incentives for behaviour 

within which individuals try to maximise their benefit; and there is sociological 

institutionalism, which argues that institutionalism should be considered as 

“culturally-specific-practices” (Caballero & Arias, 2013:7-8).  

 

Historical institutionalism; within the realm of International Relations, a sub-field of 

political science, emerged as the dominant form for the following reasons: firstly, 

against “old institutionalism” which described institutions as “formal structures”. 

Secondly, the historical institutionalism approach focuses on “historical processes, 

legacies and contingencies”. Thirdly, it provides a balance to methodological 
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individualism. Fourthly, it highlights the power imbalance between actors and argues 

that all actors are “…on an equal footing when making choices”. Fifthly, historical 

institutionalism studies “interactions between institutions and other factors such as 

socioeconomic changes, ideological flows, and actors‟ interests and strategies”. 

Sixthly, it examines how “preferences are formed and construed” and lastly, 

historical institutionalism concerns itself with “the evolution of social systems and the 

occurrence of revolutions” (Ma, 2007:63). 

 

Historical institutionalism has been met with criticism. For example, scholars such as 

Hollis and Smith (1990:120) argued that there is a relationship between 

institutionalism and game theory, because both are driven by what is rational for an 

individual or nation state to maximise their value based on their preferred 

preferences and limitations. Others such as Ma (2007:63) hold that institutionalism 

points to power imbalance between actors instead of assuming that the latter must 

be equal when making choices.  

 

Notwithstanding the criticism levelled against institutionalism, new institutionalism 

considers public institutions as “…critical contextual variable that shapes behaviour 

and thus collective outcome” (Ferris & Tang, 1993:4). It is a “…modification of earlier 

institutionalist approach to politics that dominated political analysis in the first half of 

the twentieth century” (Ɖuriƈ, 2011:87). New institutionalism considers the 

optimisation of public institutions possible by finding a balance between the 

discretionary choice used by elected public representatives and the need for 

compliance by appointed officials; as well as the value of the classic bureaucratic 

model, though the scientific management approach (Thoenig, 2003:No page 

number).  

 

According to Rosser (2010:552), Woodrow Wilson believed that “…thorough training 

of the administrative elite would lead to a body of altruistic, dutiful public servants”. 

The next section focuses on Woodrow Wilson‟s politics-administration-dichotomy 

theory in an attempt to comprehend the origins of Public Administration theory, 

because the relationship between politics and administration has critical implications 

for “…both the disciplinary identity (and autonomy) and the institutional development 

of public administration” (Demir, 2009:503). 
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2.5. POLITICS-ADMINISTRATION-DICHOTOMY THEORY 

The politics-administration-dichotomy theory is “the most disputed theory of public 

administration” (Demir & Nyhan, 2008:81). Woodrow Wilson is considered a pioneer 

of Public Administration and as a scholar called for the separation of politics from 

administration – dichotomising politics from administration (Maserumule, 2013:481 & 

483). Wilson (1887:198-201) argued that the “science of administration” is a bi-

product of the “science of politics” and the purpose of the study of administration is to 

determine what government can do; and how it can do so with maximum efficiency 

at the least possible cost in terms of money and energy based on the understanding 

that the “civil service” has a duty not only to improve its personnel but also 

continuously improve its organisational methods of government. According to 

Whicker et al. (1993:531&534), political science offers public administrators detailed 

training in scientific objectivism than public administration because public 

administrators are important players within the political process because they are 

directly involved in “…the world of power-politics…understanding this world is crucial 

to personal survival as well as to policy and program success”.  

 

Critics of the Wilsonian model of Public Administration argue that it is an “ideal-type” 

theory which dreams about perfect conditions that cannot be met (Jreisat, 1992:1) 

and it assumes, “…as if each function works best as an independent variable, 

capable of being improved in isolation without endangering or interfering with the 

other side” (Demir, 2009:506; Skelley, 2008:550). Furthermore, according to 

Uwizeyimana (2013:170), it is impossible to implement the politics-administration-

dichotomy model for two reasons: first “Political beings do policy-making and policy 

implementation”; and “Politics is part and parcel of any organisation”.  

 

Defenders of the politics-administration-dichotomy model (Wilsonian), on the other 

hand, argue that its primary contribution towards public administration is to protect 

administration from interference and insist that the role of administrators is to 

“…interpret and respond to public opinion...” by accommodating and realising the law 

in practice (Svara, 1998:52). Furthermore, the defenders of the Wilsonian model 
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further suggest that it has a complementary effect with respect to the relationship 

between elected representatives and administrators (Svara, 2008:49).  

 

The politics-administration model considers politics as the provider of “…political 

guidance to public administration” and it considers the role of public administrators 

as providers of “…neutral competence to the policy process” (Demir & Nyhan, 

2008:82) which includes the following stages: agenda setting, policy design, 

decision-making, implementation, programme and project management, policy 

evaluation and lastly, policy change (Cloete & de Coning, 2011:vi-vii). It can be 

argued that one way of inspiring confidence with respect to decision-making by 

public institutions and improve work-related outcomes is through diversity 

management because “…diversity management programmes have…a range of 

ostensible aims, including: increasing the rates of participation…incorporating wider 

perspectives into decision-making processes…” (Lorbiecki & Jack, 2000:S17). 

Moreover, “…debate is more fruitful when it draws on different experiences and 

perspectives…” (Simons et al., 1999:14). 

 

Within the South African context there are heighted levels of corruption and nepotism 

in government (Cloete, 2011:79). Senior public managers, over and above their 

generic management function are responsible for policy-making – in terms of 

contributing towards the development of “external policies” (governmental policies) 

and the development and implementation of “internal policies”, which must guide the 

internal functioning of a segment for which they are responsible and the “internal 

horizontal policies” whose purpose is to improve internal coordination between 

various segments of the organisation (de Coning et al., 2011:246-247).  

 

The inability and deficiency of public organisations to implement public policy is a 

serious challenge and threat to achieving the vision of government as well as 

meeting the demands of the citizenry. A series of factors ranging from organisational 

arrangements to procedural requirements constitute the shortcomings, limiting the 

state‟s capacity to implement public policies (Mothae, 2008:245). 

 

The next section investigates the concept of organisational behaviour as a 

mechanism to advance the politics-administration-dichotomy model and the ideals of 



28 

public policy. “What South Africa needs now is a responsible, competent 

management. It is therefore time to forego discriminatory employment policies and 

move beyond chanting the „lack of capacity‟ mantra” (Ingle, 2011:77). 

 

2.6. ORGANISATIONAL BEHAVIOUR 

A relationship exists between organisational behaviour and practice because there 

are a mounting number of case studies which suggest that successful organisations 

do not follow “…conventional management attitudes and organisational practices” 

(Totterdill & Exton, 2017:189). It must also be accepted that organisational practices 

are an element of organisational behaviour. Dhondt et al. (2017:79-80), holds that 

workplace innovation involves organisational practices (knowledge) which should 

deliver the harmonious working of groups in an organisation. Workplace innovation 

refers to any initiative taken to improve organisational practices and has a relative 

value attached to it (Salas-Fumás et al., 2016:61). Furthermore, “…public managers 

have no choice but to be innovative in the design and development of effective 

systems for public service delivery (Müller, 2001:284), such as managing diversity 

because of its potential to improve service delivery and performance” (Wyatt-Nichol 

& Antwi-Boasiako, 2012:750).  

 

Organisational behaviour is considered the study of human behaviour in an 

organisation (Karthick, 2009:4). It comprises of variables which are considered 

crucial in identifying the nature of people. The variables include: individual 

differences (individuals are diverse in nature); perception (consequence to individual 

differences is that they perceive things differently and the interpretation of the 

environment is based on “…experiences, importance of events and values attached 

to them”); values and attitudes (based on an individual‟s “…views, regarding objects, 

people or events”); and motivation, which is a dominant factor in terms of how 

individuals behave, that is, an individual‟s relationship with his/her environment 

determines performance (Appannaiah et al., 2009:4-5).  

 

Organisational behaviour focuses on the: individual (their… “desires, needs, wants, 

attitudes, drives goals and experiences…”); group (assumption that groups have the 

potential to achieve organisational goals if their energy and power is so channelled); 
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structure (assumption that the structure of the organisation influences the behaviour 

of employees); technology (assumption that technology is an enabler towards 

improving organisational output); and the internal and the external environment of 

the organisation (Mishra, 2009:32-34).  

 

There are various factors that affect individual differences which are hereditary and 

as a result make individuals unique. Furthermore, environmental factors comprise of: 

physical factors (“diverse physical conditions”); socio-cultural factors (how an 

individual is socialised); and economic factors which assume that an individual‟s 

economic status influences their development. Lastly, there are situational factors 

such as the “…organisation…type of supervision…type of incentives…social and 

cultural environment at work…” which also contribute towards individual differences 

(Subba, 2010:192-193). Organisational behaviour, as a concept, has its roots in a 

number of disciplines such as: psychology (factors such as perception, personality, 

motivation, learning, job satisfaction, training and communication is highlighted); 

sociology (highlights group dynamics, team work, communication including power 

and politics); social psychology (reflects upon attitude change, group process and 

change management); anthropology (focuses on cross culture, comparative attitudes 

and organisational environment); political science (which considers political 

behaviour and conflict resolution); technology (examines team dynamics and 

communication); management (considers leadership, organisational structure, 

decision making and motivation), economics (e.g. decision-making, motivation, 

learning); and concepts borrowed from medicine such as frustration and 

organisational stressors (Subba, 2010:203-206).  

 

According to Odendaal and Roodt (2016:16,18 & 22), there are opportunities that lie 

ahead for organisational behaviour which would assist organisations to respond to 

the economic pressures by being able to “…reward, satisfy, and retain employees…” 

when economic conditions are favourable and able to cope with organisational 

stressors when unfavourable, able to manage differences among employees in an 

effort to create a positive working environment and improve customer services. 

These opportunities that lie ahead for organisational behaviour, that is, the type of 

relationship that should exist between such behaviour because to achieve the ideal 

culture within the organisation, diversity must be valued (Claassen, 2005:29). 
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Organisational behaviour is, therefore, important because of its: human resource 

approach (insists that organisations must create a suitable climate aimed at 

improving employee behaviour and job satisfaction to achieve the organisation‟s 

goals efficiently and economically); contingency approach (insists that employees 

should be developed to adequately manage problems facing the organisation); 

system approach (interconnectedness of individual units within the organisation); 

and its productivity approach, which argues that there is a mutual relationship 

between organisational behaviour and the output of the organisation (Mishra, 

2009:41).   

 

Personality traits impact on organisational behaviour (Nair, 2009:145), which 

Frederickson et al. (2015:200), refers to as bureaucratic personalities that may fall 

within one of the following categories: climbers (those who seek to maximise power, 

income and prestige. Such personalities pursue their responsibilities aggressively); 

zealots (a bureaucrat who pursues particular policies irrespective of obstacles that 

may arise. Such bureaucrats are most unlikely to become good administrators); 

advocates (similar to zealots, however, they are inclined to be influenced by their 

peers and superiors) and lastly, statesmen. This category of bureaucrats pursue 

public interest by promoting public policy processes.  

 

There are various organisational behaviour models, which according to Mishra 

(2009:46-48) may be characterised and classified as follows: feudal model (within 

this model, the employee‟s values and desires are unimportant for management 

purposes, “…employees should be treated sternly”); autocratic model (assumes that 

managers are born leaders and as a result must be respected and obeyed. This 

model “…believes in the power and authority of the manager”); custodial model  

(“…employees…can bring the (sic) insecurity, frustrations and other problems to the 

notice of managers who are obliged to solve their problems”); supportive model (is 

diagrammatically opposed to the feudal model. It believes that employees‟ desires 

and values are important for management purposes. It accentuates the employer‟s 

need to support the development of employees); collegial model (underscores 

partnership between the managers and employees. The model perceive managers 

as co-workers who should not be considered as superior to employees. Its emphasis 

is on “…quality and complete performance”); human value model (assumes that 
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employees work not solely because of their economic needs, but rather they also 

work to fulfil their “…social and psychological needs”); and the contingency model or 

the hybrid model (demands cooperation and team work between managers and 

employees).     

 

Organisational structure will be discussed in the next section. A link exists between 

organisational practices (organisational behaviour) and organisational structure. 

Organisational structure has an impact on organisational process and organisational 

learning (Ashton, 2004:43). According to Daft et al. (2010:408), the culture of an 

organisation influences the design of its structure. 

 

2.7. ORGANISATIONAL STRUCTURE  

Organisational structure is the framework within which decision-making takes place 

in organisations (Appannaiah et al., 2009:9). It refers to an internal organisational 

mechanism used to respond to external complexities (Adegbite et al., 2018:14). 

Scholars, such as Paleri (2018:119) consider organisational structures to have roots 

in human relations and in the behavioural sciences. Furthermore, an organisation 

depends on its structures to survive. Organisational structure is also understood as 

the manner in which “…job tasks are formally divided, grouped and coordinated 

(Dowdeswell & Venter, 2016:570). Moreover, managing diversity differs from 

organisation to organisation (Cole & Salimath, 2013:152). 

 

According to Dowdeswell and Venter (2016:589), there are two types of 

organisational structure models, namely: “mechanical model” and an “organic 

model”. The mechanical model is characterised by: centralisation, a well-defined 

chain of command, limited spans of control, specialisation, rigidity and high formality 

levels. The organic model on the other hand is characterised by the following 

features: decentralised authority, wider spans of control, low formality levels, cross-

functionality of teams, cross hierarchical teams and ease of information flow. 

 

Organisational structure is determined by job design, which is how goals and tasks 

are designed for employees which may lead to: job simplification (reduction in the 

level of difficulty of the tasks to be performed by and employee); and job rotation 
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(rotating employees from post-to-post within their area of expertise in an attempt to 

expose them to a variety of tasks). If planned adequately, job design will bring about 

job enrichment for employees because they would be exposed to a wider variety of 

tasks within the organisation. Furthermore, job enlargement, which is an increase in 

the “…number of different tasks performed by an employee, which include those that 

require additional skill set (Daft et al., 2010:295). According to Hoole (2016:291), job 

design has the potential to serve as a motivator if the job characteristics model is 

applied during the job design process, which is based on the following: skill variety 

(i.e., to what level does the job require “…a variety of different activities or uses of 

multiple levels of skill and talent”); task identity (what level does a job require 

strategic capability or narrow application); task significance (level of impact does the 

job have on others either internally or externally); autonomy (what level should the 

employee be permitted to exercise discretion); and feedback, which should 

determine the level to which frequency information is provided to the employee of 

their performance and quality of work. 

 

Managers within the South African public service are faced with a challenge of 

promoting “…a culture of continuous learning if they want their diverse employees to 

succeed in reaching their full potential and thereby enhance organisational 

effectiveness” (Govender, 2009:364). In addressing the question of whether 

organisations should be designed for efficient performance or continuous learning, 

Daft et al. (2010:30), suggest that organisations with a vertical structure (bottom-up 

approach), there is limited collaboration between functional units and the power to 

coordinate and control activities with senior executives. The latter are burdened with 

decision-making instead of proactively responding to challenges and opportunities, 

as opposed a horizontally structured organisation. In such an organisation, the work-

flow process is horizontal and it does not follow departmental functions. Teams are 

self-directed and senior executives provide a supporting role (finance and human 

resource management). In horizontal organisations there is a heightened sense of 

collaboration between functions and as such signify a learning organisation.  

 

One of the issues the concept of a learning organisation grapples with is what may 

be the best way to “…distribute power and authority compromising co-ordination and 

control” (Amos et al., 2008:410). According to Mikuljević (2013:467), learning 
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organisations are conceived to improve its decision-making process by mastering 

the application of new technology and by so doing improve its innovation to manage 

challenges that arise from the ever-changing environment.  The most recent 

definition of a learning organisation posits that it is “…a process or capacity within 

organisation which enables it to acquire, access and revise organisational memory 

thus providing directions for organisational action” (Hussein et al., 2014:299). 

Therefore, a manager‟s role in a learning organisation is to create an environment to 

design a learning framework for the organisation (Dewah, 2015:64).   

 

A learning organisation is characterised by the following features: firstly, the vision is 

shared by all in the organisation; secondly, employees are motivated by new 

approaches to execute their tasks; thirdly, all employees perceive the organisation 

as a system with inter-related parts; fourthly, a leaning organisation is characterised 

by open communication across the organisational structure without fear of criticism 

and or reprimand; and lastly, it is characterised by its employees ability to marry their 

self-interests with the organisation‟s vision. Furthermore, in working towards a 

learning organisation management should: develop a strategy that is committed to 

“…change, innovation and continuous improvement”; reconfigure the culture in the 

organisation by demonstrating that “…taking risks and admitting failures are 

desirable” by rewarding risk takers. Management should consider re-designing the 

structure of the organisation to favour a flatter structure or utilise cross functional 

teams (Brijball-Parumasur, 2016:700-701). 

 

The table below is a summary of such structural models that lists its critical features, 

including respective advantages and disadvantages. 
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Table 1: Types of organisational structure 

THE TYPE OF 

ORGANISATIONAL 

STRUCTURE 

CRITICAL FEATURES OF THE 

STRUCTURE 

ADVANTAGES DISADVANTAGES 

Pre-hierarchical (or Pre-

bureaucratic) 

It has centralised leadership which drives 

other members. There are no standard 

operating procedures. 

May work for small 

organisations. 

Unsuitable for larger 

organisations. 

Hierarchical (or 

bureaucratic structure) 

It is bureaucratic (subordinates report to 

the boss). It has a rigid chain of command 

and standardisation of work and 

procedures is fundamental to its operation 

and success. 

Employees find the 

structure easy to 

understand. 

It has sluggish reaction and it 

assumes that the leader has 

reached self-actualisation. 

Post-hierarchical (or 

post bureaucratic 

structure) 

A bureaucratic posture and subscribe to 

principles of Total Quality Management. 

Productivity is 

accentuated. 

Still function under a 

bureaucratic structure. 

Functional  Employees are organised in terms of 

respective and specific functions. 

The structure allows for 

development of 

specialists. 

Compartmentalised function. 
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THE TYPE OF 

ORGANISATIONAL 

STRUCTURE 

CRITICAL FEATURES OF THE 

STRUCTURE 

ADVANTAGES DISADVANTAGES 

Divisional  The entire function is based on a particular 

product. Each division functions to improve 

the competitiveness of the product. 

Divisions are 

autonomous.  

Business processes are 

controlled. 

Flattened hierarchy  There are less hierarchical levels, notably 

the absence of middle managers. 

Rapid reaction. The span of control (manager-

subordinate ration) must be kept 

at a certain limit. 

Matrix  Groups employees by function and 

products. Relies on the use of experts to 

accomplish tasks and the subordinate 

functionaries report under multiple 

supervisors. 

The structure values 

human relations and 

teams. The span of 

control and production, 

under the matrix 

structure can increase. 

There may be conflicting 

loyalties from subordinates due 

to the chain of command that 

may be misleading. 

Committee A matter is considered and decided upon 

by a group of peers. 

It suits a decision-

making organisation 

Performance depends on the 

appropriate and or professional 

training of its members, and 
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THE TYPE OF 

ORGANISATIONAL 

STRUCTURE 

CRITICAL FEATURES OF THE 

STRUCTURE 

ADVANTAGES DISADVANTAGES 

discussions can be lengthy.  

Team  No hierarchy.  The team constitutes 

the organisational 

structure. 

Each team member aims to do 

better than the other. 

Wirearchy  Applicable to cyber space. The members 

join a temporary group to achieve a 

common goal.  

Results orientated and 

information flow is 

based on: information: 

“trust, credibility and 

knowledge demand” 

Does not have an official status 

(accountability may be a 

challenge). 

Network  The main task for employees is 

coordinating external human relations 

(networking).   

Information technology 

driven and has low 

capital costs. 

Reliance on information 

technology may compromise 

interpersonal relations. 

Virtual  Internet based and supported. Links the client with 

retailers and 

distributors. 

Has the potential to exclude 

those not in the network. 
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THE TYPE OF 

ORGANISATIONAL 

STRUCTURE 

CRITICAL FEATURES OF THE 

STRUCTURE 

ADVANTAGES DISADVANTAGES 

Ecologies Employees are paid only for what they 

actually do – such as bringing in more 

business. 

The more business an 

employee brings, the 

higher the salary. 

Non-performance equals no pay. 

Symphony  A contemporary version of a pre-

hierarchical structure.  

Promotes individualism 

and rapid reaction. 

Centralised leadership. 

Hybrid  A combination of any of the known 

organisational structures. 

It is customised to fit a 

particular organisation. 

 

Detached (or depressed 

organisations) 

No leadership. There are no 

advantages. 

The absence of leadership 

results in a crisis within the 

organisation. 

 

Adapted from: Paleri (2018:119-125)
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In summary, the table above illustrates that the pre-hierarchical, hierarchical, post-

hierarchical, functional, network, symphony and the detached forms of organisational 

structure are examples of mechanical organisational structure model. The critical 

features and disadvantages suggest that they do not fit the definition of a learning 

organisation. On the other hand, the table above illustrates that the divisional, flattened 

hierarchy, matrix, committee, team, wirearchy and virtual constitute examples of an 

organic organisational structure model. The critical features and disadvantages suggest 

that they fit the definition of a learning organisation. 

 

Leadership and its related theories is discussed next with a particular interest on 

transformational leadership to determine whether it impacts on diversity management 

and organisational practices. According to Agolla and Van Lill (2017:107), top 

management practices, leadership practices, technology and the ability to overcome 

social barriers has a direct impact on an organisation‟s innovation outcome.   

 

2.8. LEADERSHIP  

Leadership theories have their roots in behavioural science (Miner, 2005:281). 

According to Subba (2010:356), leadership theories can be classified into the following 

four groups: traditional theories, behavioural theories, contingency or situational 

theories and modern theories. However, for the purpose of this study, the focus will be 

directed towards modern leadership theories and in particular transformational 

leadership theory because in an effort to minimise the culture of exclusion there must be 

deliberate thought and action by organisations “…to move diversity from the periphery 

to the centre” (Lumby & Morison, 2010:3). 

 

Generally, a leader is identifiable by his or her personal qualities, the situation within 

which he or she must operate as well as the tasks they are required to perform. A 

leader must accept that not all of those he or she leads will have the same perception of 

him or her. However, their responsibility as a leader is to motivate their subordinates. A 

leader must be able to take sound decisions and utilise the authority vested in him or 

her to the benefit of the organisation and manage the dominant group (Appannaiah, 

2009:213). 
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According to Raes et al. (2013:287), transformational leadership impacts positively on 

the learning behaviour of a team. Team learning behaviour is characterised by reflective 

practice and in particular, critical reflection (Knapp, 2010:288-289). Reflective practice is 

an evaluation exercise that seeks to understand why a team and or an organisation 

acted in the manner in which it did (Russell, 2005:200). Critical reflection is an 

evaluation exercise that involves “…applying scientific theory and external research to 

solve problems” to systematically make sense of the organisation‟s environment and 

action (Ng & Tan, 2009:40). The advantages of being learning orientated is it improves 

an individual‟s intrinsic motivation and skill to develop “deep-processing strategies” and 

improve competency to process and execute more challenging tasks (Hirst et al., 

2009:280-283). 

 

Transformational leadership has its roots in transformative learning theory and it moves 

from a premise that: “All members of the organisation are there voluntarily and will 

strive, of their own accord, to make a contribution towards the attainment of some future 

condition that is seen as worth attaining” (Arnold & Prescher, 2017:283). The 

transformative learning theory explains the learning process as “…constructing and 

appropriating new and revised interpretations of the meaning of an experience in the 

world” (Taylor, 2017:17). Transformational leadership, according to Hacker and Roberts 

(2003:45), requires a leader to possess not only leadership qualities but also have talent 

for management since “Managers are people who do things right and leaders are 

people who do the right things” (Codrington, 2007:31). According to Raes et al. 

(2013:290), transformational leadership strives towards empowering team members by 

providing: a vision, stimulation, “individualised consideration” and “intellectual 

stimulation” to the individual and a transformational leader leads by example when it 

comes to learning (question assumptions). Transformational leadership requires a 

leader to apply systems thinking in the execution of their tasks (Eschenbacher, 

2017:154; Fuhr et al., 2017:372 & Daft et al., 2010:32-33) and, for example, 

acknowledge that diversity management should be part of a management strategy 

(Ivancevich & Gilbert, 2000:88).  

 

There are certain preconditions (contextual factors) that has an effect on the level of 

impact transformational leadership has in an organisation (Pawar & Eastman, 1997:92-

101). Hence, the next section discuses systems theory because this approach finds 
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harmony in leadership theory. Furthermore, the systems approach, “…helps the leader 

or manager to translate his awareness of the complexity of the organisation and 

intensity of its interaction with the environment into a guide for successful leadership in 

terms of permanent requirements for change versus resistance to them…” (Ramosaj & 

Berisha, 2014:64).   

 

2.9. SYSTEMS THEORY 

The origins of systems theory can be traced back to Hegel the German philosopher 

(Kast & Rosenzweig, 1972:448). It is a theoretical model that utilises assumptions found 

in pure mathematics and theories found in other scientific disciplines (Boulding, 

1956:197). However, according to Dekkers (2014:15), each scientific discipline may 

attribute a different meaning to the word system based on the localised explanation and 

understanding thereof (system) within each discipline. Therefore, a system should be 

understood to be a set of interacting units or elements that form an integrated whole to 

perform a function (Skyttner, 2014:57).  

 

According to Stewart and Ayres (2001:80), the systems approach is useful when 

“…conceptualising the relationship between policy action and its targets” because of it 

provides policy-makers with “…new concepts of causation, evaluation and intervention”. 

The systems approach is a problem solving technique that is designed to determine the 

best solution by “…broadening the information base of the decision maker, and the 

approach requires: dynamic thinking (identify behavioural patterns); closed-loop thinking 

(ability to view the problem “…as a set of ongoing, interdependent processes…” which 

generate the behavioural pattern shown by the system); generic thinking (think 

generally instead of specifically); structural thinking (perceive interrelatedness of 

elements of subsystems); operational thinking (think in terms of how things work and 

not how they should work); continuum thinking (modelling capability that should assist in 

forecasting different scenarios) and scientific thinking, which address the ability to test 

assumptions scientifically (Simonovic, 2010:58&60). 

 

Organisations are living organisms which comprise of many parts such as: individuals, 

groups, teams, systems, processes and structures which depend on each other to 

achieve organisational goals (Vrba, 2014:17). According to Brevis (2014:72), an 

organisation symbolises a system and the basic assumption of the systems approach to 
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management is that it comprises of interrelated subsystems. The systems approach is 

essential to management because it provides a structure within which to visualise 

external and internal environmental factors as part of the integrated whole (Johnson et 

al., 1964:367). For example, address the question of the relevance and application of 

systems theory in Public Management. Jreit (1992:82) suggests that the failure of the 

scientific management approach to integrate new management ideas into traditional 

management functions propelled the systems approach movement to the fore – 

following the latter‟s successes during Second World War when the approach was 

applied to non-military problems such as business and government.  

 

According to Dekkers (2014:39-58), there are various types of systems models, for 

example, modelling and abstraction model and the Blackbox model. In terms of the 

modelling and abstraction model, its purpose is reflective in the problem statement and 

the model would be a miniature representation (an abstraction) of the whole wherein the 

relationship between the elements of problematic integrating units would be the subject 

of study to try and understand their behaviour. The abstraction process can either be 

achieved through one of the following ways: classification (grouping similar elements); 

aggregation (grouping different elements to form an articulate whole) or though 

generalisation (predict behaviour of one based on the observation of the other). An 

important aspect is that these elements to the abstraction process do have limitations. 

The Blackbox model or approach “…investigates the external structure of a system 

without identifying any of the internal elements” by using either deductive or inductive 

logic.  

 

Criticism levelled against the systems theory, according to, propelled by sociology 

scholars claim that it is inconsistent with sociological theory because: the assumption 

that a social system was constantly in an equilibrium unless it was disturbed by external 

forces; it neglects the study of human activity; and there is disagreement of what 

constitutes a unit of analysis within systems theory (Bailey, 2001:379-382).  

 

It is a common assumption that “…decision-makers or those that analyse problems 

gather information and act based on full rationality” (Dekkers, 2014:56).  The next 

section discusses rational choice theory in relation to the research topic.  
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2.10. RATIONAL CHOICE THEORY 

Rationality implies various things to various people (Lindenberg, 2001:635). However, 

according to Dietrich and List (2013:104), rational choice as a concept assumes that a 

rational actor is a person who acts on the basis of reason, and as an approach; rational 

choice is a decision-making process that requires a systematic analysis of the problem, 

following which a logical choice must be made (Daft et al., 2010:491 & 691). In an 

organisational setting, rationality refers to the rules that “…individuals use to determine 

what and who is included in decision-making situations, how information is structured, 

what measures can be taken and in what sequence and how individual actions are 

integrate into collective decisions” (Caballero & Arias, 2013:10).  

 

Managers are generally faced with two types of decisions, namely: programmed or non-

programmed decisions. Programmed decisions are repetitive and routine decisions 

(based on following the prescribed standard operating procedure). Non-programmed 

decisions are more complex and elusive and they require creative problem solving 

techniques (Brevis, 2014:263). Complex problems, according to Robbins et al. 

(2016:212), elude the human mind which in turn leads the individual act with limited 

rationality and in the confines of bounded rationality, which is an offspring to 

computational modelling and implies that decisions are made merely to satisfy the basic 

requirements instead of searching for an optimal decision (Carley, 2001:75). 

 

According to Swift and White (2008:50), the evaluation of public policy proposals can 

never be value-free. Furthermore, critics of rational choice theory and in particularly its 

application to public administration argue that rational choice theory is based on the 

neo-classical economic theory and as such; a rational actor is in fact a self-interested 

actor. In elaborating on such criticism, Frederickson et al. (2015:196-200), submit that 

just like its ancestor (neo-classical economic theory), rational choice theory assumes 

that an individual (a rational actor) is a “self-interested utility maximiser”; and as such, it 

promotes “methodological individualism” which in public administration implies that the 

rational bureaucrat (rational actor) in his or her execution of official responsibilities aims 

to please his or her superior and will suppress information that reflects negatively and 

which has the potential to negatively impact on the ability to hold the rational bureaucrat 

accountable. The rational bureaucrat is most likely to develop policies and policy 

positions that favour him or herself. However, according to Dillion (2010:247), self-
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interest cannot be accepted as a synonymous for selfishness because the act of self-

interest does not prevent one from serving the interests of others.  

 

In further responding to the criticism against rational choice theory, it must be argued 

that decision-making conditions are equally important because the actual decision 

influences the outcome.  For example, there are three decision-making conditions 

namely: certainty, risk and uncertainty. Decisions made under conditions of certainty 

imply that the rational actor has options available and a cost-benefit-analysis associated 

with each option. Decisions made under conditions of risk signify that the rational actor 

was unknow in advance of the outcome of available alternatives (no historical evidence 

or objective probability) to base the decision upon. In such instances the rational actor 

relies upon his or her “estimate and belief” (subjective probability) to arrive at a decision. 

Lastly, decisions which are made in conditions of uncertainty, the rational actor does not 

have the knowledge on which to base the estimate of the likelihood of an outcome 

(Brevis, 2014:264).  

 

In further defence of the relevance of rational choice theory, Butler et al. (2015:180-

181), in their article: The process of ethical decision-making in South African retirement 

funds, refers the reader to the nine-point checklist that faces a rational actor in an 

ethical dilemma engaged in the decision-making process. Not all the points on the 

checklist will be re-iterated for the purpose of this argument. However, the following 

points deal specifically with the question critics may have about the subjective 

probability a rational actor will have in arriving at a decision taken under the conditions 

of risk. The first consideration is whether the proposed action gives rise to instinctive 

negative action; secondly, desirability of the consequences arising from the decision to 

be taken; thirdly, whether a different rational actor would come to the same conclusion, 

given the same set of facts; and the rational actor to consider the balance between: 

individual vis-a vis the community and vice versa; short-term effects vis-à-vis long-term 

effects; and the truth vis-à-vis loyalty.  

 

Equally important to the rational actor should be adherence to the different stages in 

decision-making processes. The first stage would be to: identify, define and classify the 

problem or opportunity (type of decision required: programmed or non-programmed); 

second stage would be to set the criteria and goals (applicable to non-programmed 
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action and does not involve programmed decisions); third stage is about developing 

options and the fourth is about evaluating the options that have been developed in 

terms of: strengths vis-a-vis weaknesses, advantages vis-à-vis disadvantages as well 

as the cost-benefit analysis of each option. The fifth stage involves selecting an optimal 

option; while the sixth stage is about implementing the decision (selected option) and 

finally, stage seven, is about evaluating the implementation of the decision (Brevis, 

2014:267-268).   

 

2.11. CHAPTER SUMMARY  

This chapter discussed narrative analysis of the theoretical concepts, approaches, 

models, principles and frameworks that deal with diversity management and 

organisational practices. In so doing, both the organisational and historical 

institutionalism approaches were applied, with the aid of the structural role theory to 

contextualise the relationship between diversity management and organisational 

practices.  

 

In conducting the narrative analysis, six areas of thematic interest were explored and a 

summary of each was as follows. Firstly, this chapter examined organisational theory to 

determine its influence on diversity management and organisational practices. This 

section highlighted the classical approaches to organisational theory. However, criticism 

of one of the classical approaches was how the individual is perceived by the classic 

bureaucratic model, which is contrary to promoting individualism, while organisational 

practices in the classic bureaucratic model advocates a stick over the carrot approach.  

 

Secondly, this chapter highlighted various types of institutional theory with particular 

focus on historical institutionalism. However, the criticism levelled against historical 

institutionalism is based on the assumption that it promotes methodological 

individualism. Thirdly, the chapter examined the politics-administration-dichotomy and 

its assumptions (normative theory) of public administration and the impact realism has 

had on institutions. This led to a dilemma between political economy and the politics-

administration-dichotomy, which in turn produced organisational practices that were 

exclusionary and discriminatory in nature to those who either did not have political and 

or economic power. 
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Fourthly, this chapter explored organisational behaviour as a theoretical concept, with 

the view to determine what its principles perceive with respect to organisational 

behaviour vis-à-vis the behaviour of the individual. Included in this theme as a sub-

section is organisational structure. This was done to establish how organisation design 

influenced structure, decision-making and organisational behaviour. This exercise 

pointed to the existence of a symbiotic relationship between organisational practices 

and organisational behaviour. 

 

In the fifth instance, leadership as a theoretical concept was discussed with particular 

focus on transformational leadership as an approach in relation to: decision-making, 

organisational behaviour and thus individual behaviour. This pointed to the existence of 

positive relationship between the transformational leadership approach, conditions for a 

learning organisation, organisational practices and diversity management. Sixthly, the 

systems theory was expounded upon as a framework suitable for transformational 

leadership and its decision-making, while lastly, the rational-choice theory to determine 

its assumptions of decision-making as explored. Also, a brief overview was provided of 

how a rational bureaucrat was expected to arrive at decisions. The rationality approach 

to decision-making pointed towards an empowered transformational leader, improved 

organisational practices, and better diversity management. In conclusion, and based on 

the narrative analysis conducted, there is a relationship between organisational 

practices and diversity management, which is symbiotic. 

 

In the next chapter, the focus is on the legislative and policy framework within which the 

Department of Military Veterans must operate in relation to the research topic. 
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CHAPTER 3 

STATUTORY AND REGULATORY FRAMEWORK GOVERNING THE 

DEPARTMENT OF MILITARY VETERANS 

 

3.1. INTRODUCTION  

Diversity is an important element for social cohesion in South Africa (Abrahams, 

2016:96). The South African Human Rights Commission asserts that the: 

“…Constitution enjoins us to inhabit and share public places private spaces in our 

diversity in a manner that is not mutually destructive”. The problem facing organisations 

in South Africa with respect to diversity, however, lies in their inclination to simply 

achieve representative quotas in terms of the Employment Equity Act (de Beer, 

2011:90). Consequently, certain organisations in South Africa experience difficulty in 

comprehending the organisational outcome for recruiting and managing diverse teams 

(Mazibuko & Govender, 2017:1).   

 

This chapter analyses the legislative and regulatory framework within which the 

Department of Military Veterans must function in relation to diversity management and 

organisational practices. Legislative frameworks and policies were consulted to 

determine its influence on diversity management and organisational practices. “Policies 

provide general actions to be followed in order to achieve an objective…(it) provides a 

framework for decision making that guides the decision maker in evaluating specific 

circumstances surrounding each individual case” (Brevis, 2014:223). A White Paper 

articulates the official policy of government (Taljaard et al., 2013:34), while the 

legislative framework refers to the “…rules of conduct that apply generally in society 

(and), are enforced by the state and exist for the purpose of regulating the affairs of 

society in an equitable manner” (Malherbe, 2013:60).  “All public service and activities 

are governed to a greater or lesser degree by legislation” (Department of Public Service 

and Administration, 2003:No page number).  

 

The following legislative and regulatory frameworks (promulgation order) is discussed to 

provide insight into the chronology and evolution of diversity management and 

organisational practices as concepts within the public service: Public Service Act; 
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Constitution of the Republic of South Africa; White Paper on Human Resource 

Management; White Paper on Transforming Public Service Delivery (Batho Pele White 

Paper); Employment Equity Act and the Senior Management Service (SMS) Handbook.  

 

3.2. LEGISLATIVE FRAMEWORK 

The Constitution of the Republic of South Africa is a social contract between the 

government and its people (Quintal, 2016:No page number). “A contract is a “mutual 

transferring of Right[s]”, a reciprocal agreement to be bound. Both sides agree to make 

a promise or perform some specified action for their mutual benefit…” (Lermack, 

2007:1430).  

 

Section 197(1) of the Constitution of the Republic of South Africa, 1996 requires that:  

 

“Within public administration there is a public service for the Republic, which 

must function, and be structured, in terms of national legislation, and which must 

loyally execute the lawful policies of the government of the day” 

 

Furthermore, the Constitution, 1996 also outlines the basic principles and values which 

public administrators must follow (Theletsane, 2014:362 & Sing, 2012:550).  

 

3.2.1. Public Service Act, 103 of 1994 

Chapter III of the Public Service Act (103 of 1994) sets out the parameters for 

organisational and staff arrangements in the public service and subsection 7(3)(b) of the 

Act states that:  

“…a head of department shall be responsible for the efficient management and 

administration of his or her department, including the effective utilisation of staff, the 

maintenance of discipline, the promotion of sound labour relations and the proper 

use and care of State property, and he or she shall perform the functions that may 

be prescribed”. 

 

Subsection 7(3)(b) of the Public Service Act (103 of 1994) bestows the responsibility of 

efficient human resource management by organs of state on its heads of department, 
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based on the transformation of both the functional and organisational posture of South 

Africa‟s public service post the apartheid era (Tshikwatamba, 2004:593). 

 

“There is a „human link‟ between organisational culture and HRM issues” (Chandler, 

2018:1), and leadership plays an important role in the manifestation of a certain type of 

culture within an organisation because organisational culture develops the: “…values, 

direction, mission and practices…” of its leadership (Kwantes & Glazer, 2017:53). 

Within the context of South Africa‟s public service and administration, heads of 

department fall within the corps of Senior Management Service, which is expected to 

provide leadership within their respective areas of responsibility (Department of Public 

Service and Administration, 2003:No page number).  

 

3.2.2. Constitution of the Republic of South Africa, 1996 

The Preamble to Constitution (1996), recognises the power of diversity and proclaims 

the following: 

 “We, the people of South Africa, 

 Recognise the injustices of our past; 

 Honour those who suffered for justice and freedom in our land; 

Respect those who have worked to build and develop our country; and 

Believe that South Africa belongs to all who live in it, united in our diversity…” 

 

Equality is a constitutionally guaranteed right in South Africa (Smith, 2014:610). Section 

9 of the Constitution, 1996 provides guidance for public institutions in terms of applying 

the concept of equality as a basic human right. For instance, subsection 9(3) requires: 

“The state may not unfairly discriminate directly or indirectly against anyone on one or 

more grounds, including race, gender, sex, pregnancy, marital status, ethnic or social 

origin, colour, sexual orientation, age, disability, religion, conscience, belief, culture, 

language and birth”.  

 

Furthermore, chapter 10 of the Constitution, 1996 outlines the basic values and 

principles governing public administration, and subsection 195(1) demands that “Public 

administration must be governed by the democratic values and principles enshrined in 

the Constitution, including the following principles: 
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a. A high standard of professional ethics must be promoted and maintained. 

b. Efficient, economic and effective use of resources must be promoted. 

c. Public administration must be development-oriented. 

d. Services must be provided impartially, fairly, equitably and without bias. 

e. People‟s needs must be responded to, and the public must be 

encouraged to participate in policy-making. 

f. Public administration must be accountable. 

g. Transparency must be fostered by providing the public with timely, 

accessible and accurate information. 

h. Good human-resource management and career-development practices, 

to maximise human potential, must be cultivated. 

i. Public administration must be broadly representative of South African 

people, with employment and personnel management practices based on 

ability, objectivity, fairness, and the need to redress the imbalances of the 

past to achieve broad representation 

 

Based on the research objectives of this study, it is clear that the need for organs of 

state to manage diversity is a Constitutional requirement. The basic values and 

principles that govern public administration should be accepted as an acknowledgement 

of the potential impact diversity management has on the output of state institution and 

an organisational practice guideline to members of the Senior Management Service.     

 

3.2.3. Employment Equity Act, 55 of 1998 

 

The Preamble to the Employment Equity Act (55 of 1998) states that: 

 

“Recognising that as a result of apartheid and other discriminatory laws and 

practices, there are disparities in employment, occupation and income within the 

national labour market; and that those disparities create such pronounced 

disadvantages for certain categories of people that they cannot be redressed 

simply by repealing discriminatory laws.  
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Therefore, in order to promote the constitutional right of equality and exercise of 

true democracy; eliminate unfair discrimination in employment; ensure the 

employment of employment equity to address the effects of discrimination; 

achieve a diverse workforce broadly representative of our people; promote 

economic development and efficiency in the workforce; and give effect to the 

obligations of the Republic as a member of the International Labour 

Organisation”. 

 

Chapter II of the Employment Equity Act (55 of 1998) stipulates the prohibition of unfair 

discrimination. Section 5 of this Act prescribes that “Every employer must take steps to 

promote equal opportunity in the workplace by eliminating unfair discrimination in any 

employment policy or practice”; whilst Section 6(2) dictates that “It is not unfair 

discrimination to (a) take affirmative measures consistent with the purpose of this Act; or 

(b) distinguish, exclude or prefer any person on the basis of an inherent recruitment of a 

job”. 

 

3.3. REGULATORY FRAMEWORK 

Public policy, within the South African context, manifests itself through the following 

stages: “political party policy; governmental policy, or cabinet policy, departmental policy 

and operational or administrative policy” (Roux, 2002:426). A line government 

department generally expresses a need, through the relevant government minister, for a 

piece of legislation to be introduced (Taljaard et al., 2011:34).  

 

“Sometimes an Act may require certain actions to be taken by the Department 

before it can be implemented, for instance subordinate legislation (regulations, 

determinations, rules etc) may have to be prepared and promulgated to further 

regulate aspects in terms of the Act. In such instances an Act contains a 

provision that provides that the Act comes into operation on a date determined by 

the President by proclamation in the Gazette…”  (Department of Justice, 

2018:No page number). 

 

This section focused on the regulatory framework and or subordinate legislation which 

guides diversity management and organisational practices (within which the Department 

of Military Veterans must operate). 
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3.3.1. White Paper on Human Resource Management in the Public Service, 1997 

Chapter 3 of the White Paper on Human Resource Management outlines the state of 

corporate culture within the public service pre-1994. The characteristics were identified 

and described as having:  

 

 An emphasis on regulation and adherence to centrally-determined processes. 

 A rigid classification of tasks and lack of workforce mobility. 

 A strong sense of hierarchy and a reluctance to question those in higher 

authority. 

 Formality in inter-personal working relationships. 

 Value of formal qualifications and seniority over other skills and experience. 

 Lack of workforce and „customer‟ participation. 

 Tendency to exclude and discount the views and values of those outside the 

dominant group. 

 

The need for diversity and the managing thereof is articulated in the White Paper on 

Human Resource Management in the Public Service. Section 3.3 of the said policy 

suggests that diversity, in the South African public service should not be confined to 

maintaining a “representative workforce”, but rather be viewed and considered as a 

catalyst for improved service delivery because it is “…an essential and powerful tool to 

develop an efficient, effective and stable Public Service”. The white paper demands that 

“National departments and provincial administrations should…manage diversity just as 

systematically and effectively as they seek to manage all other aspects of their human 

resource responsibilities” and in developing such a strategy (diversity management 

strategy) its aim should be to: 

 

 Identify and raise awareness of cultural differences within the workforce. 

 Analyse the existing corporate culture and identify practices and behaviour 

which (a) support and (b) undermine cultural diversity. 

 Develop processes and behavioural norms to manage diversity which 

strengthen the positive and redress the negative aspects of the existing culture. 
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 Institutionalise diversity management by integrating it with the organisation‟s 

management practices. 

 

The following management principles are at the centre of White Paper on Human 

Resource Management in the Public Service: “Decentralisation”; “Efficiency”; 

“effectiveness”; “Flexibility”; “Diversity” and development of “Service standards”, 

(Department of Public Service and Administration, 1997: No page number). 

 

Furthermore, Chapter 3 and in particular sub-section 3.4.3 acknowledges that there is 

no uniform application to diversity management, and advises that diversity management 

programmes should be developed in accordance with the following principles: 

 

 Ultimate responsibility for providing leadership in developing a diversity 

management culture should rest with the head of department, but the overall 

application and implementation is a collective responsibility. 

 Before embarking on a programme of change, a “diversity audit” should be 

executed to identify and acknowledge the feelings and perceptions of the 

workforce of the way in which they believe that the organisation (a) supports or 

(b) undermines their cultural values, needs and aspirations. The audit should 

address not only issues of race, gender, and disability, but also factors such as 

age, which should probe both organisational and behavioural issues. 

 The findings of the diversity audit should be measured against the organisation‟s 

existing management practices, working culture and behavioural norms to 

identify “gaps” which need to be filled, (sic). 

 Ideas for filling the “gap” between the existing organisational culture and 

employees‟ needs and aspiration as revealed by the diversity audit should be 

developed participatively (sic), involving the entire workforce. 

 A diversity management programme should be drawn-up and launched to give 

practical effect to the ideas which have been developed, with the aim of 

recognising (sic) valuing and building positively on cultural differences. 

 The objectives of the desired outcomes of the programme, and management‟s 

commitment thereto should be energetically and clearly communicated 

throughout the organisation, including the role that individuals at every level will 

be expected to play to ensure its success. 
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 The diversity management programme should be evaluated and improved 

regularly in light of experience.  

 

In summary, the points above provides the Department of Military Veterans with a 

regulatory base for members of the Senior Management Service (leadership) to 

implement organisational practices (corporate culture) as well as diversity management 

within the public service. This piece of regulatory framework was designed to address 

the historical orientation and transformational problems South Africa‟s public 

administration faced prior to 1994 (Rakate, 2006:No page number).    

 

3.3.2. White Paper on Transforming Public Service Delivery (Batho Pele White 

Paper), 1997 

The White Paper on Transforming Public Service moves from a premise that there must 

be improved access to decent public services by all citizens of South Africa. It considers 

the Batho Pele (People First) principles as a crucial ingredient towards shaping 

organisational practice and efficiency of public institutions in an effort to reduce 

“…wastage within Public Service”, and it prescribes that national and provincial 

departments should “…treat citizens as „customers‟” (Department of Public Service and 

Administration, 1997:5,16-23) by means of: 

 

 Consulting users of services - (the consultation method and or methods used for 

consultation “must” suit customers concerned). 

 Setting service standards - (“must” be: simple to understand, relevant and of 

value to customers based on the outcome of the consultation process. These 

service standards must be measurable to allow customers to determine whether 

they are serviced as promised). 

 Increasing access – (through the development service delivery strategies that 

“must…bring resources closer to those in greatest need). 

 Ensuring courtesy – (adhere to the “Code of Conduct for Public Servants issued 

by the Public Service Commission). 

 Providing more and better information - (“…full, accurate and up-to-date 

information of the services they provide, and who is entitled to them”). 

 Increasing openness and transparency – (publish Annual Reports). 
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 Remedying mistakes and failures – (develop a complaints management system, 

which must be reviewed periodically. Its procedure “must” be published, and 

complaints “must” be resolved speedily. Complaints “must” be impartially 

investigated to guarantee fairness. The complainant‟s confidentiality “must” be 

protected, and training “must” be offered to all staff regarding the procedure to 

handle complaints. 

 

Furthermore, Section 7 of the White Paper on Transforming Public Service places the 

responsibility of implementing the Batho Pele policy with the “political and administrative 

heads of departments” whom are required to make the necessary institutional 

arrangements to effectively the objectives of Batho Pele policy within their departments 

and to develop “Service Delivery Improvement Programmes”, which must: 

 

 Adopt the existing levels of service and the proposed service standards, within 

the short, medium and long term; 

 Provide the details in terms of how the service standards will be monitored and 

reported as well as provide clarity in terms of what information systems will be 

used to support the Service Delivery Improvement Programme; 

 Provide details in terms of the organisational and systems arrangements that will 

be used to support the Service Delivery Improvement Programme; 

 Provide details in terms of the human resource training, supervision and 

appraisal arrangements that will ensure that staff behave in accordance with the 

Batho Pele principles; 

 Provide details in terms of how the department‟s communication system will be 

configured to avail information of the type and frequency of services to be 

provided; and 

 Provide details in terms of the complaints management system. 

 

In summary, the Batho Pele White Paper is a regulatory framework on service delivery, 

which organs of state must implement (Crous, 2002:7). It outlines the organisational 

practices required from heads of department to improve efficiency within public 

institutions, such as the Department of Military Veterans.   
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3.3.3. Senior Management Service (SMS) Handbook, 2003 

According to the Senior Management Service Handbook (2003), the general 

responsibilities of senior managers within the public service is two-fold: firstly, “carry out 

decisions and implement programmes promptly, conscientiously and effectively” and 

secondly, “provide advice which represents the facts accurately, is impartial and 

maintain a high standard of professional integrity”. Hence strategic capability and 

leadership is one of the competencies required from a member of the senior 

management service wherein it is expected that they understand organisational 

strategic objectives and are able to give direction to their teams to realise the strategic 

objectives thereof, evaluate programme activities and re-align the organisation‟s 

strategic objectives to achieve government priorities (Department of Public Service and 

Administration, 2003:3 & No page number).  

 

Chapter 6 of the SMS Handbook (2003) insists on “…the values and principles that 

should underpin a manager‟s behaviour in the work environment” and sub-section 3.2 

(Chapter 6) defines the concepts that should influence the said values and principles as: 

 

(1) ethics – what ought to be the ideals of what is just, good and proper; 

(2) values – the commonly held beliefs that guide judgement about what is good and 

proper, and from which ethical principles derive; 

(3) code of conduct – the rules that translate ideals and values into everyday 

practice; and 

(4) conduct – the actual behaviour and actions of senior managers.  

 

Chapter 4 of the Senior Management Service Handbook (2003) outlines performance 

management and development in the senior management service corps. Based on the 

“Service Delivery Innovation” generic core management criteria and standard, members 

of the senior management service are expected to conceptualise “...new ways of 

delivering services that contribute to the improvement of organisational processes in 

order to achieve organisational goals” through consultation with “…clients and 

stakeholders on ways to improve the delivery of services” and by subsequently creating 

platforms that will “…encourage innovation and creativity within functional area and 

across the organisation”. Furthermore, in terms of the “People Management and 

Empowerment” generic core management criteria and standard, it is expected that 
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senior managers within the public service are able to effectively manage relationships in 

order to achieve organisational goals through: supporting, respecting “…the individuality 

of others…” and by recognising “…the benefits of diversity of ideas and approaches” in 

the facilitation of “…goal setting and problem solving” (Department of Public Service 

and Administration, 2003:2). 

 

3.3.4. Public Service Regulations, 2016 

Chapter 2 (sections 11 to 15) of the Public Service Regulations (2016) outlines the 

framework which must be adhered to in terms of “conduct, financial disclosure, anti-

corruption and ethics management” within the public service. Section 11 advocates for 

the “Adherence to the Constitution and other laws” and in particular, Section 11(d) 

requires an employee of the state to “abide by and strive to be familiar with all 

legislation and other lawful instructions applicable to his or her conduct and official 

duties…”  

 

Section 13 deals with the “Ethical conduct” of state employees and Section 13(j), 

requires an employee of the state to deal “…fairly, professionally and equitably with 

other employees, irrespective of race, gender, ethnic or social origin, colour, sexual 

orientation, age, disability, religion, political persuasion, conscience, belief, culture or 

language…”.  

 

Section 14, on the other hand, provides a framework with respect to the performance of 

official duties by state employees. For the purpose of this study, Section 14(a) requires 

an employee of the state to “strive to achieve the objectives of his or her institution cost-

effectively and in the interest of the public”. Section 14(b) provides that such employees 

must “be creative in thought and in the execution of his or her official duties, seek 

innovative ways to solve problems and enhance effectiveness and efficiency within the 

context of the law”. Section 14(h) requires an employee of the state to “be committed to 

the optimal development, motivation and utilisation of employees reporting to him or her 

and the promotion of sound labour and interpersonal relations”. 
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3.4. CHAPTER SUMMARY 

In conclusion, diversity management and organisational practice are adequately 

regulated for the Department of Military Veterans to apply. For example, Section 7(3)(b) 

of the Public Service Act (103 of 1994) articulates the responsibilities of the head of 

department, which prescribes in broad terms how public institutions ought to be 

managed to advance effective and efficient service delivery. 

 

The Constitution of the Republic of South Africa, 1996 considers diversity as a critical 

element to the country‟s social cohesion attempts and underscores equality as a basic 

right to be extended to all citizens. This is a principle which must be applied to advance 

the public good and public interest. Importantly, Section 195(1)(h) of the Constitution 

provides a directive to public institutions with respect of human resources.  

 

Moreover, Section 3.3 of the White Paper on Human Resource Management in the 

Public Service is unambiguous in articulating the manner in which diversity 

management ought to be conceptualised by public institutions in their application of 

Section 7(3)(b) of the Public Service Act (103 of 1994) and Section 195(1)(h) of the 

Constitution of the Republic of South Africa (1996). The White Paper on Transforming 

Public Service provides the Batho Pele principles which is aimed at guiding 

organisational practice within public institutions because these conceptualise; develop 

and implement service delivery improvement programmes.  

 

The Employment Equity Act (Act 55 of 1998) is also relevant to the research topic 

because it expands on Section 9(3) of the Constitution of the Republic of South Africa, 

1996, that is, prohibits unfair discrimination and promotes equal opportunities and 

diversity in the workplace. 

 

Furthermore, the Senior Management Service Handbook (2003) requires members of 

the senior management corps in public institutions to act in an ethical manner and in 

particular, Chapter 6 defines the values and principles members of the senior 

management service must abide by in their conduct and execution of their legislated 

duties. Chapter 4 of the Senior Management Service Handbook clearly articulates the 

standard senior managers must abide by conceptualising service delivery innovation 

and in the management and empowerment of the subordinates.  



58 

 

Lastly, Section 13 of the Public Service Regulations (2016) prescribes ethical conduct to 

all state employees, inclusive of members of the senior management service, whilst 

Section 14 prescribes the manner in which public servants must perform their duties. 

 

In the next chapter, the empirical findings of the relationship between diversity 

management and organisational practices in the Department of Military Veterans is 

investigated.  
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CHAPTER 4 

EMPIRICAL FINDINGS: AN INQUIRY INTO THE RELATIONSHIP 

BETWEEN DIVERSITY MANAGEMENT PRACTICES AND 

ORGANISATIONAL PRACTICES IN THE DEPARTMENT OF MILITARY 

VETERANS: A CASE STUDY 

 

4.1. INTRODUCTION 

The previous chapters laid the groundwork to institute an inquiry into the relationship 

between diversity management and organisational practices in the Department of 

Military Veterans. Chapter 1 of this study provided an orientation including the reasons 

to realise the research objectives. This was done through the provision of an orientation, 

problem statement and outlined: research objectives; research questions; central 

theoretical statements; methodological considerations; significance of the study; and  

provisional chapter layout. Chapter 2 provided a narrative analysis of the theoretical 

concepts, approaches, models and principles and frameworks related to diversity 

management and organisational practices. Chapter 3 on the other hand outlined the 

statutory and regulatory framework which prescribes how the two variables contained in 

the research topic ought to be managed by an organ of state. This chapter addresses 

research objective (c) of this study: solicit how members of the Senior Management 

Service in the Department of Military Veterans understood and interpreted diversity 

management practices and current organisational practices. The chapter provides an 

overview of the research methodology, design and empirical methods utilised in the 

study. The chapter also describes the data collection instruments, sampling and data 

analysis techniques utilised.  

  

4.2. OVERVIEW OF ADOPTED RESEARCH METHODOGOLY AND RESEARCH 

DESIGN  

Research methodology refers to the scientific process used to gather a clearer 

understanding of the research problem (Sahu, 2013:3) as well as the significance of the 

scientific process that enables the researcher to select a method best suited to acquire 

the knowledge they desire (Kuada, 2012:59). The study adopted the qualitative 

research methodology. “Qualitative research is a form of social inquiry that focuses on 
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the way people make sense of their experiences and the world in which they live” 

(Holloway & Galvin, 2017:3). Qualitative research is essential to understand an 

individual‟s act or behaviour in a certain manner (Kothari, 2004:3) and does not require 

experimental controls of the variables (Mirhosseini, 2017:67).  

 

According to Kuper, Lingard and Levinson (2008:1-4), six factors influence the quality of 

qualitative research. Firstly, whether the sample utilised for the study is appropriate; 

followed by: appropriateness of data collected; whether data was analysed 

appropriately; whether or not the research results can be transferred to a different 

setting; does the research address ethical issues; and is the research clear?  

 

The case study approach was utilised for this study. A case study provides an 

explanation of the selected individuals or institution (Gerring & McDermott, 2007:689). 

According to Baxter and Jack (2008:545), the qualitative case study approach is 

relevant when the researcher aims to answer how and why questions. Furthermore, it is 

useful to examine human behaviour within a specific context (Gillham, 2010:1). A case 

study also focuses on a small group of people and its objective is to acquire scientific 

generalisations of the group selected for the study (Abbott & McKinney, 2013:42). A 

single case study design was followed because it allows “…the researcher to conduct 

in-depth (but narrow) exploration of a phenomenon wherein the interest is on small 

numbers which are examined at a single point…” (Zongozzi & Wessels, 2016:219) and 

the unit of analysis  

 

The empirical investigative framework is descriptive in nature because qualitative 

research provides descriptive detail (Saldana, Leavy & Beretvas, 2011:90). Inductive 

logic was utilised to execute the empirical investigation. Inductive reasoning by its 

nature suggests that observable patterns may manifest in new cases (Pratt, 2006:129). 

Inductive reasoning is crucial for organisational studies because it is an account of 

scientific generalisations based on various observations (Ketokivi & Mantere, 

2010:330).  

 

Data collection was conducted through an extensive literature review including semi-

structured interviews. Semi-structured interviews enables researchers “…to explore and 

describe a phenomena, behaviour and occurring interdependencies, and their purpose 
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is not to test the hypotheses formulated” (Gudkova, 2018.79).  Semi-structured 

interviews allows the interviewer to develop pre-determined open-ended questions, 

which the interviewer utilises for exploration (Mann, 2016:102). Data analysis within 

qualitative research can be described as “…simplification of qualitative data that has 

been collected from the respondents” (Muronda, 2017:87). For the purpose of this 

study, data was analysed using the analytic induction framework and in particular, data 

triangulation. Analytic induction is appropriate in the development of explanations 

(Strumińska-Kutra & Koładkiewicz, 2018:22), while data triangulation refers to the use of 

various data to demonstrate credibility of the evidence collected and the interpretation 

thereof (Hensel & Glinka, 2018:33). Within the context of this study, data was analysed 

to realise research objective (c): solicit how members of the Senior Management 

Service within the Department of Military Veterans understand and interpret diversity 

management practices and challenges pertaining thereto. 

 

4.3. INTERVIEW SCHEDULE AND INTERVIEWING PROCESS 

This section discusses the development of the interview schedule and an overview of 

the interviewing process. In developing the primary question in the interview schedule, 

research questions contemplated in Chapter 1 were applied. The interview schedule 

comprised of three sections, i.e. Section A, B and C, respectively. Section A 

encapsulated the biographic details of the respondents. Section B comprised of primary 

interview questions. Section B comprised of six main questions. Questions 1 and 2 

sought to understand the nature of superior-subordinate relations within the 

organisation (DMV). Questions 3 and 4 sought to understand how systems and people 

were organised in the DMV to execute organisational tasks. Questions 5 and 6 sought 

to gain insight of how the current organisational structure in the DMV affected 

organisational performance. Section C comprised of three open-ended questions, that 

is, the respondent‟s observations and impressions of the interview topic. 

 

Prior to interviewing the research participants, the details contained in the interview 

consent form was read to them and permission was sought to audio record the 

interview.  A total of eleven respondents were interviewed to accomplish the objectives 

of this study. (The interview schedule is attached as Annexure 1).  
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Subsequent to the interviews, the researcher transcribed the audio recordings. The 

gathered interview data was coded as respondents 1-11 respectively. However, 

respondents 1 and 2 were classified as preliminary interviews. It was essential to 

conduct the preliminary interviews because it enabled the researcher to ensure that the 

interview questions were “…consistent from one respondent to another and as free from 

bias as possible” (Keats, 2000:19).  

 

The responses from research participant six did not comprise the necessary depth and 

detail for the purpose of the study. The participant indicated that he/she was in an 

Acting Senior Management position, for three months. The participant did not provide 

sound responses. Hence, respondent 6 was omitted from the list of participants in 

Sections A, B and C below. Sound responses in qualitative interview questions is 

considered to have depth and detail, are vivid, have nuance and rich in thematic 

material (Rubin & Rubin, 2005:129-134).  

 

However, a significant limitation was encountered when conducting the semi-structured 

interviews. An identified research participant was unavailable in Programme 2, and the 

allocated timeframe to conclude this study. Therefore, 88.8% of the sample population 

participated in the study. A total of 75% of the research participants who participated in 

the study comprised of the Department of Military Veteran‟s Management Committee 

(MANCO), while 25%  on the Executive Committee (EXCO). 

 
 
Table 2: Total number of research participants who participated in the study 

Senior Management Service (SMS 

Members 

Number of research participants who 

participate in the study 

Programme 1: Administration 3 

Programme 2: Socio Economic Support 2 

Programme 3: Empowerment and 

Stakeholder Support 

3 

Total sample population (n) 8 
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4.4. ANALYSIS OF DATA COLLECTED FROM SEMI-STRUCTURED INTERVIEWS 

WITH MEMBERS OF THE SENIOR MANAGEMENT SERVICE IN THE 

DEPARTMENT OF MILITARY VETERANS 

 

This section provides an analysis of data collected from semi-structured interviews with 

members of the Senior Management Service (SMS) who were selected through non-

probability sampling to participate in this case study which intended to investigate the 

relationship between diversity management and organisational practices in the 

Department of Military Veterans.  

 

4.4.1. Section A: Respondents biographical details  

This section of the interview schedule comprised of the biographical details of the 

respondents. The information gleaned from the gathered data is crucial because it 

highlights the respondent‟s position within the Department of Military Veterans, and the 

programme structure within which they are employed (Q1); length of time they have 

been employed by the Department of Military Veterans (Q2); length of time they have 

been employed within the public service (Q3); highest qualifications (Q4). However, for 

the purpose of analysis and to protect the identity of the research participants, the 

respondent‟s position within the Department of Military Veterans (Q1) is not reported. As 

alluded in section 4.3 above, eight respondents participated in the study representing 

programmes 1, 2 and 3. 

 

Question A2: How long have you been in the employment of the Department of 

Military Veterans? 

The objective of this question was to establish the duration of time the respondent had 

spent in comprehending the challenges and organisational complexities within the 

Department of Military Veterans (DMV). Daryani and Amini (2016:360) define 

complexity as “a feature of a system that arises as a result of the interactions of the 

individual components of the system”.  
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Table 3: Number of years in the DMV employ 

Respondent Number Number of years employed by the 

DMV by the time of the interview 

3 2 

4 6.4 

5 3.8 

7 5 

8 4 

9 2 

10 3.8 

11 2.8 

 

The above table outlines the number of years each respondent has been employed by 

the Department of Military Veterans (DMV). Based on the responses it can be deduced 

that the respondents had adequate time to comprehend the organisational challenges 

and complexities of the department.  

 

Question A3: When did you first join the public service? 

This question aimed to determine the number of years the respondent has been 

employed in the public service and administrative practitioner; and whether adequate 

managerial experience had been acquired from the initial appointment of their careers in 

government.  
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Table 4: Number of years employed in the South African public service 

Respondent 

Number 

Joined public service in Total number of years in 

public service and 

administration at the time of 

the interview 

3 2008 10 

4 1995 23 

5 1992 26 

7 2005 13 

8 2014 4 

9 2016 2 

10 1996 22 

11 1998 20 

 

Based on the data gathered in terms of Table 4, 25% of the respondents have less than 

5 years‟ experience as practitioners in the public service and administration. Another 

25% had over 10 years‟ experience as practitioners in public service and administration, 

while 50% of the respondents, had more than 20 years‟ experience. This data revealed 

that 75% of the research participants had more than 10 years‟ experience as 

practitioners in the South African public service.  

 

Question A4: What is your highest qualification? 

The aim of this question was to determine the respondents level of competence to 

execute their official responsibilities as members of the Senior Management Service in 

the Department of Military Veterans effectively and to efficiently.  
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Table 6: Respondent‟s highest qualification  

Respondent number Highest qualification level 

3 Masters‟ degree 

4 Masters‟ degree 

5 Honours degree 

7 B Tech degree 

8 In-complete Masters‟ programme 

9 Masters‟ degree 

10 Masters‟ degree 

11 Masters‟ degree 

  

Based on the aforementioned information, 87.5% of the respondents hold post-graduate 

qualifications, while 12.5% did not specify the qualification they possessed. It can be 

inferred from the above that the selection principles, as articulated in section 8 of the 

SMS Handbook were complied with.  

 

4.4.2. Section B: Primary interview questions  

The aim of this section was to establish how members of the Senior Management 

Service in the Department of Military Veterans understand and interpret organisational 

and diversity management practices according to the stipulated research objectives and 

questions of this study. 

 

Question B1: How would you describe the existing organisational culture in the 

Department of Military Veterans (DMV)? 

This question was posed to comprehend the nature of superior-subordinate relations 

within the DMV based on the symbiotic relationship between organisational behaviour; 

organisational practices and organisational output as expounded upon in Chapter 2. 
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Respondent 3 revealed that the organisational culture was not conducive and reported 

that this was probably because of an authoritative approach due to the “us” and “them” 

phenomena (management and workers), which impacted negatively on the 

respondent‟s job satisfaction. The respondent described the relationship between 

EXCO and MANCO as non-existent but failed to provide substantive reasons for the 

statement.  

 

Respondent 4 considered the existing DMV organisational culture inconsistent with 

Section 195 of the Constitution, 1996. It was suggested that such organisational culture 

existed in the DMV due to the general decline in moral standards, which negatively 

affected on job satisfaction at the DMV. Furthermore, the respondent described the 

relationship between EXCO and MANCO as non-consultative. 

 

Respondent 5 described the current organisational culture as improving since the 

appointment of the new Acting Accounting Officer. They have been inspired which has 

contributed towards job satisfaction. The respondent described the relationship between 

EXCO and MANCO as improving.  

 

Respondent 7 alluded that there was no organisational culture at the DMV and 

apportioned the lack thereof to poor ethics management. However, it was revealed that 

“they” had job satisfaction due to the level of support from management. Furthermore, 

the respondent described the relationship between MANCO and EXCO as transparent. 

 

Respondent 8 described the current organisational culture in the DMV as worrisome. 

The respondent ascribed this to: ignorance, arrogance and aggression by executive 

management towards other levels of management. Moreover, the respondent derived 

no job satisfaction and described the relationship between EXCO and MANCO as cold 

and hostile. 

 

Respondent 9 revealed that culture could not be identified in the Department of Military 

Veterans because the Department was newly established and no rules of engagement 

had been identified. Job satisfaction was not affected by the current state of the 

organisational culture but rather by their will and determination to work. The relationship 
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between EXCO and MANCO revealed gaps due to divisions between the two 

structures.  

 

Respondent 10 held that there was no organisational culture in the Department of 

Military Veterans (DMV) because of mismanagement of civil-military relations among 

the leadership. The respondent revealed that they found it difficult to self-actualise and 

realise their potential. This impacted negatively on their job satisfaction. The respondent 

described the relationship between EXCO and MANCO as non-consultative. 

 

Respondent 11 described the organisational culture at the DMV as a culture shock due 

to the infancy stages of the organisation in terms of its establishment and the vacant 

Accounting Officer position. On the contrary, the respondent held that the current 

organisational culture did not impact negatively on job satisfaction. The respondent 

described the relationship between EXCO and MANCO as non-functional.  

 

Deductions  

The aim of Question 1 in Section B of the interview schedule was to comprehend the 

nature of superior-subordinate relations in the DMV in terms of how organisational 

culture was perceived by the participants.  

 

Based on the gathered data, it was confirmed that a mutual relationship exists between 

organisational behaviour and the organisations output organisation. Furthermore, the 

data revealed that the organisational climate in the DMV has a negative impact on the 

DMV‟s output in terms of improving employee behaviour and job satisfaction.  

 

A total of 87.5% of the respondents considered the DMV‟s organisational culture as 

contributing negatively towards the relations among members of the Senior 

Management Service. On the other hand, 12.5% of the respondents had a positive view 

of the current state of organisational culture within the DMV.  The pie chart below 

presents a graphical representation of the data gathered in response to Question B1 in 

this section. 
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A total of 37.5% of the respondents did not consider the current organisational culture to 

have a negative impact on their job satisfaction; while 62.5% revealed the opposite 

thereof.  

 

The pie chart below is a graphical representation of the data gathered in relation to the 

questions dealt with in this paragraph. 

 

 

 

Twelve and a half percent (12.5%) of the respondents described the relationship 

between EXCO and MANCO as non-existent; 25% held it as non-consultative, while 

87.5 

12.5 

Pie Chart 1: A description of the current DMV 
organisational structure 

Negative view

Positive view

37.5 

62.5 

Pie Chart 2: The impact of current organisational 
structure on my job satisfaction 

Did not consider the current
organisational culture to have a
negative impact on their job
satisfaction

Indicated that the current
organisational culture impacted
negatively on job satisfaction
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(12.5%) described it as improving. The rest of the respondents described the 

relationship as open (12.5%); cold, hostile, and poor (12.5%); and non-functional (12.5 

%). Seventy five percent (75%) of the respondents consider the relationship between 

EXCO and MANCO as dysfunctional, while 25% considered it to be functional. This is 

worrisome as sound relations are necessary to foster an organisational culture to 

ensure job satisfaction. 

The pie chart below presents a graphical representation of the responses discussed 

above. 

 

 

Question B2: How would you describe your supervisor’s related leadership style? 

The objective of this question was to comprehend the nature of superior-subordinate 

relations within the Department of Military Veterans (DMV).   

 

Respondent 3 revealed that the supervisors‟ leadership style as poor because the 

superior tends to divide and rule. The respondent did not provide a clear response to 

the follow-up question: what influenced this type of leadership style. Furthermore, the 

respondent held that the supervisor did not have the necessary experience as a public 

service practitioner to be appointed in the position being currently held.   

 

Respondent 4 characterised the supervisor‟s leadership style as laissez-faire coupled 

with autocratic leadership style. Furthermore, the incumbent lacked leadership skills and 

the leadership style was influenced by corruption. Furthermore, the respondent held that 

75 

25 

Pie Chart 3: A description of the relationship 
between EXCO and MANCO within the DMV 

View the relationship as
dysfunctional

View the relationship as
functional
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corruption goes hand-in-hand with autocratic leadership style. Moreover, the supervisor 

did not exhibit the necessary competence to be a programme manager. 

 

Respondent 5 described the supervisor‟s leadership style as democratic because the 

incumbent participated actively in the implementation of executive decisions and did not 

relegate this function to the subordinates. Furthermore, the supervisor was 

knowledgeable and had the necessary experience and qualifications to lead the 

particular unit.  

 

Respondent 7 labelled their supervisor‟s leadership style as democratic. The 

respondent held that the supervisor‟s style of leadership is influenced by challenges 

facing the organisation. Protocol is generally ignored and direct instructions are handed 

down to middle managers without informing a senior manager responsible for the 

employees. The respondent indicated that their supervisor did not have the necessary 

qualifications but had the experience of the environment they are currently leading. 

 

Respondent 8 interpreted their supervisors‟ leadership style as laissez-faire because 

the incumbents approach to leadership was influenced by being over-loaded in terms of 

responsibilities. For example, the supervisor was appointed as acting Chief Director for 

another sub-programme in programme 3. Moreover, the supervisor was also appointed 

in an acting position as a programme manager for programme 3. The respondent held 

that their supervisor had the necessary experience and qualifications to lead their 

section.  

 

Respondent 9 held that their supervisor‟s leadership style was participatory because 

the incumbent was influenced by the fact that the latter had joined the organisation 

recently and were utilising it as a mechanism to navigate through organisational 

complexities. Furthermore, the supervisor had the necessary experience to serve in the 

appointed position. The respondent could not comment on the supervisor‟s 

qualifications because such information is considered private.  

 

Respondent 10 described the supervisor‟s leadership style as authoritative because 

the incumbent was influenced as a leader in a military combat situation and as a 

manager, believed in collective purpose, understanding and responsibility. Furthermore, 
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the respondent held that their supervisor had the requisite experience and qualifications 

to occupy the position.  

 

Respondent 11 did not assess the supervisor‟s leadership because it was considered 

subjective. The respondent suggested that they did not regard their supervisor as an 

individual and argued that they have a role to play towards collective wisdom. The 

follow-up question enquired whether the supervisor had the necessary experience and 

qualifications. The respondent argued that accounting officers at a national level were 

political appointees and that it was not only about qualifications or experience but rather 

the broad government agenda. 

 

Deduction  

A total of 25% of the respondents expressed the supervisors leadership style as 

democratic; 25% distinguished it to be laissez-faire; 12.5% referred to it as divide and 

rule; 25% stated that it is participatory; while 12.5% did not offer a description. The 

finding revealed that the level of effectiveness and efficiency is low in the Department of 

Military Veterans.  

 

The pie chart below is a graphical representation of the data gathered in relation to the 

question in this paragraph. 
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Fifty percent (50%) of the respondents did not consider their supervisor to have the 

necessary experience and qualifications to be appointed into the position they occupied. 

A total of 37.5% of the respondents considered that their supervisor possessed the 

necessary experience and qualifications to be appointed into the position held, whilst 

12.5% of the respondents did not consider qualifications and experience as significant. 

This segment of respondents argued that adherence to the broad government agenda 

should be the most crucial determining factor. This finding questions the recruitment 

processes in the Department of Military Veterans.  

 

The pie chart below is a graphical representation of the data gathered in relation to the 

question this paragraph. 

 

 

Question B3: How are policies developed and what process is adhered to in the 

Department of Military Veterans? 

 

The rationale for this question was to gain a clearer understanding of how systems and 

people are organised to execute organisational tasks in the Department of Military 

Veterans (DMV). 

 

Respondent 3 held that policies were developed haphazardly and a policy formulation 

process had not been implemented. The respondent suggested there was a need to 

standardise processes and procedures in the DMV.  

 

50 
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12.5 
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Respondent 4 highlighted that there was no internal stipulated process of developing 

policies. The policies in the DMV were developed and approved without input from the 

stakeholders.  

 

Respondent 5 revealed that the DMV did not have a policy formulation structure and no 

prescribed standards and processes for policy formulation. Furthermore, the respondent 

held that policies could not be developed by senior managers who were leading the 

front office in terms of service delivery. It was suggested that the DMV‟s plans and 

policies should not be approved and implemented without input from affected 

stakeholders.  

 

Respondent 7 revealed that the benchmarking process was utilised to develop current 

policies. A policy analyst had not been appointed at the DMV to lead the policy 

formulation process. Furthermore, the respondent cautioned that the current policy 

formulation process in the DMV did not conform with the prescribed policy guidelines.  

 

Respondent 8 reported that the DMV had neither a policy formulation process nor a 

policy formulation committee. The policies were formulated basically for malicious 

compliance because external stakeholders such as Parliament and the Auditor-General 

demanded that DMV produce evidence in the form of approved policies.  

 

Respondent 9 disclosed that the DMV did not have a process to develop policies and 

suggested that there was an urgent need to establish a policy formulation unit. 

 

Respondent 10 revealed that the DMV experienced challenges to develop policy. 

Furthermore, a structure had not been established to take responsibility for policy 

formulation.  

 

Respondent 11 suggested that the DMV was established to coordinate and facilitate 

the delivery of services to military veterans and not an implementing agency. 

Furthermore, the DMV should utilise policies from other state departments and 

customise those to suit its purpose to execute its legislative mandate.  

 

Deductions  
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A total of 88.5% of the research participants expressed that no process had been 

implemented to develop policies in the DMV, whilst 12.5% of the respondents implied 

that there was a process in place. This finding revealed that the DMV does not observe 

the Batho Pele principles, as expounded upon in Chapter 1. The pie chart below is a 

graphical representation of the data gathered in relation to the question in this 

paragraph. 

 

 

 

A total of 12.5% of the respondents held that there was a need to standardise the policy 

formulation process in the Department of Military Veterans, while 37.5% voiced their 

displeasure at the formulation and approval of policies without input from affected 

stakeholders, both internally and externally. A total of 25% of the respondents 

highlighted that the DMV‟s policy formulation processes did not conform with prescribed 

guidelines that must be adhered to by organs of state; 12.5% held that there was a 

need to capacitate the policy formulation unit in the DMV; whilst 12.5% argued that 

inappropriate policies had been formulated given the departments legislative mandate. 

This finding reflects negatively on the department‟s organisational practices and 

organisational knowledge, which is essential for service delivery (Mfene, 2009:213).  

 

The pie chart below is a graphical representation of the data gathered in relation to the 

question in this paragraph. 
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Question B4: What is your view of individualism in the workplace?  

 

The aim of this question was to comprehend how systems and people are organised to 

execute organisational functions in the Department of Military Veterans (DMV). 

 

Respondent 3 implied that there was scope for individualism in the workplace, 

however, at the DMV, individuals were becoming frustrated because of the “us” and 

“them” syndrome among members of the Senior Management Service. The respondent 

suggested that there was no room for innovation within the DMV.  

 

Respondent 4 held that individualism encourages non-cooperation and non-

communication. The respondent held that innovation was stifled in the department. 

 

Respondent 5 held that there is room for individualism in the workplace and there was 

a need to develop shared values to enable individuals to work in teams. Currently there 

was no room for innovation.  

12.5 

37.5 

25 

12.5 

12.5 

Pie Chart 7: Perceptions about the current policy 
development process within the DMV 
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Respondent 7 considered individualism in the workplace synonymous with “silo 

mentality”, which is construed as uncoordinated planning and execution of the three 

programmes in the department. Furthermore, there was a need for the department to 

develop and adopt a diversity management strategy to better manage individualism in 

the workplace. The respondent suggested that innovation was managed through 

openness, discussion and participation in decision-making in the DMV‟s Management 

Committee (MANCO) and the Executive Committee (EXCO).  

 

Respondent 8 implied that due to the negative organisational culture in the DMV, there 

was no room for individuals to blossom. The respondent claimed that innovation was 

not encouraged.   

 

Respondent 9 held that individualism dominated work environments where there was 

no prescribed and pre-determined organisational culture. Furthermore, individualism 

discourages innovation. The respondent revealed that there was no culture of 

innovation in the department. 

 

Respondent 10 considered individualism to encourage silos in organisations. The 

respondent argued that innovation in an organisation emanates when management is 

prepared to be advised. Furthermore, that there was no room for innovation in the 

department.  

 

Respondent 11 held that individualism at the DMV manifested itself into a network of 

patronage, and there was no room for innovation. 

 

Deduction  

A total of 37.5% of the respondents viewed individualism as a source of innovation 

within the workplace, whilst 62.5% considered it a source of “silo mentality”. This finding 

demonstrates senior managers‟ poor understanding of concepts such as workplace 

innovation and learning organisation. These concepts were discussed Chapter 2.   

 

The pie chart below is a graphical representation of the information provided in this 

paragraph. 
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The responses to how innovation was driven in the Department of Military Veterans 

(DMV) is summarised as follows: 88.5% of the respondents disclosed that innovation 

was stifled and 12.5% suggested that the process was being driven through the 

organisation‟s Management Committee (MANCO) and Executive Committee (EXCO). 

This finding revealed a deficiency in comprehending the expectations articulated as the 

generic SMS Competency by senior managers in the department. Moreover, it 

demonstrates a lack of understanding of the concept of innovation within the workplace 

among senior managers.  

 

The pie chart below is a graphical representation of the data gathered in relation to the 

question in this paragraph. 
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Question B5: How would you describe the current organisational structure? 

The aim of this question was to gain insight into the organisational structure and 

performance of the Department of Military Veterans (DMV) to gather a clearer 

understanding of how powers and duties are comprehended by senior managers. 

Furthermore, also acquire a better understanding of how organisational and diversity 

management practices are configured to advance the organisation‟s strategic intent. 

 

Respondent 3 considered the current organisational structure as deficient and unable 

to deliver effective and efficient services to both its internal and external clients. 

Furthermore, a mechanism (policy) had not been implemented to coordinate activities of 

the programmes and sub-programmes in the DMV.  

 

Respondent 4 considered organisational structure a feature informed by the 

organisation‟s strategy. The respondent highlighted that within the context of the DMV, 

structure existed before strategy given the evolution of the organisation, and as a result, 

ineffective and efficient service delivery to both its internal and external clients. The 

respondent also revealed that there was no policy to coordinate the activities of the 

programmes and sub-programmes.  

 

Respondent 5 held that the DMV‟s organisational structure was not aligned to the 

Military Veterans Act, 18 of 2011 in terms of what was expected under section 5 of the 

Act. The current organisational structure was V-shaped, that is, top-heavy and slim at 

the bottom. Furthermore, the DMV did not deliver effective and efficient services to both 

its internal and external clients; and a policy had been implemented to coordinate 

activities between programmes and sub-programmes in the DMV.  

 

Respondent 7 held that the current organisational structure was dysfunctional because 

the DMV had deviated from its intended purpose, that is, to set the norms and 

standards of benefits due to military veterans by organs of state instead of actual 

delivery of the benefits. The respondent argued that the DMV offered effective and 

efficient services to both its internal and external clients, but there was a need to finalise 

the process and review the service delivery model and structure itself. Furthermore, it 

was suggested that there was a mechanism to coordinate activities between 

programmes and sub-programmes - a strategic planning process.   
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Respondent 8 revealed that the current DMV organisational structure was 

dysfunctional, which implied that the department could not provide effective and efficient 

services to both its internal and external clients. Furthermore, the department did not 

have a mechanism to coordinate activities between programmes and sub-programmes, 

which was a deficiency that led it to be perpetually grounded in crisis management.  

 

Respondent 9 described the current DMV organisational structure as fragmented and 

an urgent need to review its organogram, which had commenced three years ago. 

Furthermore, the department failed to deliver effective and efficient services to both its 

internal and external clients due to poor relations and divisions among the members of 

the Senior Management Services. Moreover, a coordinating mechanism had not been 

implemented to guide and manage the activities of the programmes and sub-

programmes in the department. 

 

Respondent 10 considered the current DMV organisational structure as abnormal 

because it comprised of more contract workers than permanently appointed staff. 

Furthermore, the department had failed to provide effective and efficient services to 

both its internal and external clients, and a mechanism had not been implemented to 

coordinate activities between programmes and sub-programmes.  

 

Respondent 11 argued that the review of the organisational structure could not be 

concluded because of a lack of objectivity by the members of the Senior Management 

Service. Furthermore, there was an attempt to protect the patronage network. The 

current structure was inadequate to deliver quality services to both its internal and 

external clientele and a policy had not been formulated to coordinate activities between 

programmes and sub-programme. Moreover, without the organisation‟s provincial 

infrastructure, the Department of Military Veterans (DMV) would be unable to deliver 

integrated services. 

 

Deduction  

All the respondents (100%) considered the current organisational structure deficient and 

non-aligned with the objectives of the Military Veterans Act. Furthermore, all the 

respondents were convinced that the current structure was not fit to deliver effective and 
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efficient services to both its internal and external clients. This finding revealed the lack 

of a common understanding of the department‟s strategic direction and based on the 

inadequacy in its environmental analysis as well as strategic formulation and 

implementation. An organisation‟s strategic direction is embodied in its strategic intent 

(Cronjé & Maritz, 2004:58). Strategic intent refers is the manner in which an 

organisation aims, through its vision and mission to achieve its goals (Rozyn, 2005:37-

38). An organisation‟s vision is a long-term goal, which must be unifying and understood 

by senior managers (Staude, 2007:47).  

 

The pie chart below is a graphical representation of the data gathered in relation to the 

question in this paragraph. 

 

 

 

Question B6: In your view, what is the best solution to improve the Department of 

Military Veterans output? 

 

This question aimed to establish the respondents‟ thoughts of how to improve the 

organisational output in terms of its structure vis-à-vis performance.   

 

Respondent 3 proposed a need for a consultative process to develop a common 

understanding of the organisation‟s mandate including the desired service delivery 

implementation model and the human resources required to deliver on the mandate. In 

a follow up question of how diversity should be managed in the Department of Military 
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Veterans, it was revealed that there was tribalism within the organisation. Hence, the 

peoples‟ skills should be considered in managing diversity.   

 

Respondent 4 held that to improve the DMV‟s organisational output, there was a need 

for strategic planning sessions to address performance gaps. Furthermore, it was 

recommended that a diversity management policy be formulated and adopted by the 

organisation to manage diversity.  

 

Respondent 5 held that to improve the DMV‟s output, there was a need for 

transformational leadership and diversity could be managed by developing a team that 

looked beyond ethnicity.  

Respondent 7 argued that the Department of Military Veteran‟s (DMV) output could be 

improved if the organisation formulated feasible policies and diversity could be 

managed by reviewing its recruitment strategy.  

 

Respondent 8 explained that to improve the DMV‟s output, there was a need to move 

away from the dictatorial management style and address structural deficiencies within 

the organisation. Diversity should be managed by replacing the current leadership 

practices.  

 

Respondent 9 proposed that to improve the organisation‟s output, there was a need for 

stability at the accounting officer level as a measure to introduce and enforce its norms 

and standards. Adherence to the diversity standards could enable the proper 

management of diversity.  

 

Respondent 10 held that the definition of a military veteran in terms of the Military 

Veterans Act 18 of 2011 had to be strengthened. The respondent recommended the 

need to understand the organisation‟s mandate and there was a need to improve its 

recruitment and selection processes. Diversity should be managed by military veterans 

from various military formations treat a-political DMV officials fairly and equally.  

 

Respondent 11 suggested that there is a need to re-arrange the organisation‟s 

hierarchy and place people with the required competencies accordingly. Diversity could 

be managed by embracing diversity itself. 
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A total of 75% of the respondents argued that there was a need for the DMV to host 

strategic planning sessions to address the organisation‟s performance gaps and 

challenges; 12.5% suggested that there was a need for a transformational leader at the 

accounting officer level, while 12.5% of the respondents argued that there was a need 

to stabilise the organisation at the accounting officer level.  

 

An overwhelming majority of the believed that there was a need to conduct strategic 

sessions to address the DMV‟s performance gaps and challenges. Moreover, the 

majority of members of the Senior Management Service in the department had not had 

an opportunity to participate in the formulation and or review its strategy and strategic 

objectives of the organisation.  

 

The pie chart below illustrates a graphical representation of the data gathered in relation 

to the question in this section. 

 

 

The question of how diversity should be managed in the DMV, there were varying 

responses. A total of 12.5% of the respondents proposed that skills should be 

considered as part of managing diversity; 12.5% suggested that there was a need to 

develop a policy on diversity management; 12.5% recommended that diversity 
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management should look beyond ethnicity; and 12.5% advised that there was a need to 

review the organisation‟s recruitment strategy.  

 

A total of 12.5% of the respondents advocated that there was a need to move away 

from the current leadership style; 12.5% argued that there was a need to adhere to 

diversity management standards, which were prescribed by the government; 12.5% 

suggested that diversity should be managed by treating all military veterans the same, 

irrespective of their former military formations.  

 

The remaining 12.5% of the respondents argued that diversity must be embraced by the 

DMV. The gathered data revealed that all the research participants concurred that there 

is a need to manage diversity in the department. The pie chart below is a graphical 

representation of the data gathered in relation to the question in this paragraph. 

 

 

 

12.5 

12.5 

12.5 
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Pie Chart 12: How should diversity be managed 
within the DMV? 
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management policy
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Adhere to diversity management
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Treat all military veterans the same,
irrespective of their former formations
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4.4.3. Section C: Open-ended questions: observation and thought of the 

interview topic  

Open-ended questions encourage respondents to elaborate what could be of 

significance to them (Mann, 2016:91). Hence, this section endeavoured to firstly, solicit 

the respondents feelings and comments of the noteworthiness of the research topic. 

Secondly, to establish whether the respondents were informed of this particular 

problem. Lastly, to determine whether diversity management should be prioritised 

above everything else.  

 

Question C1: Is the interview topic noteworthy of research? 

 

All of the respondents (100%) revealed that the research topic was worthy of research. 

Based on this finding, it was assumed that there was a need among senior managers in 

the department to better understand diversity management and organisational practices 

as enabling mechanisms to advance the organisation‟s strategic intent. The pie chart 

below is a graphical representation of the data gathered in relation to the question in 

this paragraph. 

 

 

Question C2: How well were you informed of the interview topic? 

Seven of the eight respondents (87.5%) revealed that they were aware of the concept of 

diversity management prior to the interview, while only one of eight (12.5%) stated not 

to have understood the concept diversity management prior to the interview. This 

finding suggests that there is a need to address the decision-making dilemma in the 

100 

Pie Chart 13: Is the interview topic noteworthy of 
research? 
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Department of Military Veterans (DMV), given the problem statement articulated in 

Chapter 1. The pie chart below is a graphical representation of the data gathered in 

relation to the question in this paragraph. 

 

 

Six of eight (75%) respondents maintained that they were aware of the concept 

organisational practices prior to the interview, while 25% revealed that they did not have 

an understanding of the concept. This finding suggested that there was a need to 

review the DMV‟s organisational behaviour based on data presented in Section B (main 

interview questions).  

 

The pie chart below is a graphical representation of the data gathered in relation to the 

question in this paragraph. 
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Pie Chart 14: How well were you informed about the 
interview topic? 

Aware of the concept of
diversity management prior
to the interview

Did not have an
understanding of the
concept of diversity
management prior to the
interview.
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Question: C3: Did the research topic and the interview help to realise the need 

to prioritise diversity management in the Department of Military Veterans and 

government in general? 

 

All the respondents (100%), suggested that the research topic and discussions based 

on the interview question made them realise the need to prioritise diversity management 

in the Department of Military Veterans, and government in general. This finding 

supports the argument in the summary of Chapter 2 where it was contended that the 

dilemma between political economy and the politics-administration-dichotomy produced 

organisational practices that were exclusionary and discriminatory in nature to those 

who lacked political and or economic power.  

 

The pie chart below is a graphical representation of the data gathered in relation to the 

question in this paragraph. 

75 

25 

Pie Chart 15: Were you aware of the concepts of 
diversity management and organisational 

practices? 
Were aware of the
concepts of organisational
practices prior to the
interview

Did not have an
understanding of the
concept of organisational
practices prior to the
interview
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4.4 CHAPTER SUMMARY 

The focus of this chapter was on the presentation and analysis of the research findings. 

This was done in accordance with the formulated research objectives and research 

questions as outlined in Chapter one of this study. Semi-structured interviews with 

members of the senior management services in the Department of Military Veterans 

(DMV) were utilised to collect data. An overview of the research methodology and the 

research design was presented and discussed; as well as the interview schedule and 

the interviewing process were also discussed. In the next and final chapter of this study, 

a summary and recommendations is provided. The recommendations are based on the 

analysis and interpretation of the research data.  

100 
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CHAPTER 5 

SUMMARY AND RECOMMENDATIONS 

 

5.1. INTRODUCTION 

The aim of this chapter is to present a summary of the research conducted to respond 

to the identified the ROs. This chapter highlights research objective (d): provide 

recommendations of how Senior Management Service members in the Department of 

Military Veterans could improve diversity management practices to enhance 

organisational practices. Firstly, the contents of each of the five chapters is delineated 

with the overall objectives of the study. Secondly, relevant conclusions and appropriate 

recommendations are provided followed by suggestions for future research and the final 

conclusion of the study.  

 

5.2. SUMMARY OF CHAPTERS AND ACHIEVEMENT OF RESEARCH 

OBJECTIVES 

Chapter 1 provided an orientation to the study including the reasons why it was crucial 

to realise the research objectives. This was done through the orientation and problem 

statement including outlining the research objectives; research questions; central 

theoretical statements; methodological considerations; significance of the study and 

provisional chapter layout. In Chapter 1 it was also argued as part of the orientation to 

the study that there was dilemma in the interpretation of the concept diversity 

management and its practice in the Department of Military Veterans. The 

implementation of diversity management practices in the department was conducted 

under the guise of employment equity, which has been to advance affirmative action 

and equal opportunity for the previously disadvantaged (Department of Military 

Veterans, 2014:76). According to Mullins (2013:133), for diversity management to thrive 

in an organisation, the working environment should respect individual differences, treat 

all employees with dignity, and there should be mutual respect among all employees. 

 

Chapter 2 addressed research objective (a), which was to analyse theoretical 

concepts, approaches, models, principles and frameworks relating to diversity 

management and organisational practices. As a result a narrative analysis was 
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conducted with respect to the theoretical concepts, approaches, models, principles and 

frameworks relating to diversity management and organisational practices. The said 

narrative analysis was conducted with public administration as a backdrop because the 

locus and focus of the study was the Department of Military Veterans, which is an organ 

of state.  

 

Chapter 3 addressed research objective (b), which was to analyse the statutory and 

regulatory framework that governs the Department of Military Veterans in terms of their 

organisational practices and diversity management. This chapter analysed the 

legislative and regulatory framework in which the department must operate in relation to 

diversity management practices and organisational practices. Legislative frameworks 

and policies were consulted to determine its influence on diversity management 

practices and organisational practices in line with the research topic. 

 

Chapter 4 dealt with research objective (c), which was to establish how members of 

the Senior Management Service in the Department of Military Veterans understood and 

interpreted diversity management and current organisational practices. The chapter 

presented the research findings of the data collected in relation to: research objectives; 

research questions; and the conducted narrative analysis.  

 

Chapter 5 is the final chapter of the study, which provides a summary of the concepts 

and themes that drove the research. Generalisations and possible solutions to the 

research problems were outlined in Chapter 5 by addressing research objective (d), to 

provide improved recommendations of how members of the Senior Management 

Service in the Department of Military Veterans could improve diversity management 

practices to enhance organisational practices. Based on the aim in Chapter 5, 

generalisations were developed based on the empirical findings to the main interview 

questions that were formed part of Section B of the interview schedule. 

 

5.3. GENERALISATIONS AND FINDINGS OF THE STUDY 

The validity of the instrumentation depends on its ability to measure what it is going to 

measure (Mason, 2002:39 & 175). This study‟s instrumentation was designed to 

measure the attitude and perceptions of the sample population towards diversity 

management practices and organisational practices in the Department of Military 
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Veterans (DMV). The reliability of the instrumentation depended on its ability to allow 

generalisations to be developed of the research population. Hence, the primary reason 

for sampling is to allow for the development of generalisations of the research 

population by drawing inferences of the nature of the research population (Burger & 

Silima, 2006:656-657).  

 

For the purpose of this study, inferences of the research population was based on the 

findings from the analysed data, (main interview questions). A total of 88.8% of the 

sample population participated in the study. To generalise, the sample population must 

be representative of the research population (Welman et al., 2005:52, 55 & 57). From 

the total number of research subjects who participated in the study, 75% comprised of 

members of the Senior Management Service at the DMV‟s Management Committee 

level (MANCO), and 25% of the Executive Committee (EXCO).  

 

5.3.1. Generalisations of Section B, question 1: How would you describe the 

existing organisational culture in the Department of Military Veterans 

(DMV)? 

Data gathered and analysed suggested that the head of department in the Department 

of Military Veterans is in contravention of Section 7(3)(b) of the Public Service Act (103 

of 1994), which prescribes that: 

 

“…a head of department shall be responsible for the efficient management and 

administration of his or her department, including the effective utilisation of staff, the 

maintenance of discipline, the promotion of sound labour relations and the proper 

use and care of State property, and he or she shall perform the functions that may 

be prescribed”. 

 

Furthermore, the gathered and analysed data suggests that there is a lack of leadership 

in terms of organisational practices in the management of organisational behaviour 

which impacts negatively on the morale among SMS members in the DMV and 

consequently organisational performance and outcome.  
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5.3.2. Generalisations of Section B question 2: How would you describe your 

supervisor’s leadership style? 

Based on the gathered and analysed data, must be accepted that generally, there is a 

zealot personality type dominant in Senior Management Service of the Department of 

Military Veterans.  

 

A zealot is a form a bureaucratic personality. The bureaucrat pursues a particular 

agenda despite the challenges that may arise. It is this bureaucratic personality which 

prevents bureaucrats from being sound administrators (Frederickson et al., 2015:200). 

A zealots bureaucratic personality contributes negatively towards organisational 

behaviour (Nair, 2009:145), which is not ideal to manage diversity (Lumby & Morrison, 

2006:152). A zealots bureaucratic personality is undesirable in managing organisational 

practices in the public service because it goes against management values and 

principles prescribed in Chapter 6 of the Senior Management Service Handbook (2003).  

 

5.3.3. Generalisations of Section B question 3: What process is followed to 

formulate policies in the Department of Military Veterans? 

Senior Management Service members in the public service in terms of the generic 

management function are expected to participate actively in the formulation of internal 

and external policies as well as the implementation of internal policies which must guide 

the internal functions of their respective areas of responsibility to improve internal 

coordination between various components of the organisation (de Coning et al., 

2011:246-247). 

 

Based on the gathered and analysed data the majority of the research participants 

acknowledged that there was no policy formulation process in the Department of Military 

Veterans. The findings revealed the competency levels of SMS members in the DMV, 

including its effectiveness of the organisational and diversity management practices.  

 

The DMV is, therefore, a deviant example in terms of what is suggested by the literature 

regarding organisations. According to Amos et al. (2008:3), a common feature in 

organisations is that it is “…an arrangement of people in a systematic structure of jobs 
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and authority, guided by processes, systems, policies, and procedures to accomplish 

some specific purpose over time”.  

 

5.3.4. Generalisations of Section B question 4: What is your view of individualism 

in the workplace? 

Management and leadership practices impact directly on the organisation‟s culture of 

innovation (Agolla & Van Lill, 2017:107). Salas-Fumás et al. (2016:61), highlights that 

innovation within the workplace refers to initiatives taken to improve organisational 

practices.  

 

Based on the gathered data, individualism is not considered a source of innovation in 

the Department of Military Veterans (DMV). This implies that the current organisational 

practices in the DMV prohibits reflective practice from being managed adequately. This 

implies that the DMV is not learning orientated. The concepts of reflective practice and a 

learning organisation was discussed in Chapter 2.  

 

The mismanagement of individualism and innovation within the DMV should be a 

source of concern because it deviates from Section 3.4.3 of the White Paper on Human 

Resource Management in the Public Service (1997). The latter prescribes the 

framework within which diversity should be managed. Furthermore, the 

mismanagement of individualism in the workplace is contrary to Chapter 4 of the Senior 

Management Service Handbook. The members of this management corps are expected 

to conceptualise new ways to improve service delivery.  

 

5.3.5. Generalisations of Section B question 5: How would you describe the 

current organisational structure? 

The DMV is an organ of state and its organisational structure can be generally referred 

to as hierarchical and bureaucratic. A hierarchical and bureaucratic organisational 

structure has a rigid chain of command and it relies on the standardisation of work and 

procedures to operate and for the organisation to succeed. Employees understand the 

structure, however, the organisation is sluggish in its reaction and it assumes the leader 

has reached self-actualisation (Annosi & Brunetta, 2017:75). However, based on the 

empirical findings, the DMV can be classified as having a detached type of 
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organisational structure due to the lack of leadership which has resulted in a crisis in the 

organisation (Paleri, 2018:124).  

 

5.3.6. Generalisations of Section B question 6: What in your view is the best 

solution to improve output in the Department of Military Veterans?  

Based on the empirical findings in relation to this question, 88.5% of the Senior 

Management Service members in the Department of Military Veterans submit that 

stability at the level of an accounting officer is the panacea to improve the organisations   

output and do not perceive themselves individually as agents of change within their 

respective areas of responsibility. 

 

5.4. RECOMMENDATIONS 

The recommendations presented below are based on the literature reviewed for this 

study including consideration of the empirical findings.  

 

Recommendation 1: provide meaningful effect to Section 195(1)(h) of the Constitution, 

1996. The Department of Military Veterans should implement transformational 

leadership at the level of Head of Department as a mechanism to improve 

organisational practices in relation to human resource management practices and 

maximising human potential within the organisation. 

 

Recommendation 2: a critical need to review the strategic direction and intent of the 

Department of Military Veterans and diversity management should form part of the 

organisation‟s strategic objectives. Furthermore, section 3.3 of the White Paper on 

Human Resource Management in the Public Service, 1997 should be utilised as a basis 

to conceptualise a diversity management strategy for the Department of Military 

Veterans.  

 

Recommendation 3: to become a learning organisation and institutionalise reflective 

practices in the organisation, the DMV should introduce a committee based structure as 

a support mechanism for its bureaucratic structure. Moreover, serve as an instrument to 

manage the dilemma as a result of the politics-administration-dichotomy and improve 

diversity and organisational practices within the department. 
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Recommendation 4: members of the Senior Management Service in the Department of 

Military Veterans (DMV) should attend policy formulation and implementation training 

workshops offered by the National School of Government. This could develop a 

common understanding among SMS members in the department of policy formulation 

and implementation. 

 

5.5. FINAL CONCLUSION 

This study focused on addressing the research topic based on five chapters, which 

addressed the research objectives (a-d). Chapter 1 provided an explanation of the 

orientation and presented: problem statement; research objectives; research questions; 

central theoretical statements; methodological considerations; significance of the study 

as well as the chapter layout. Chapter 2 discussed and analysed the theoretical 

concepts, approaches, models, principles and frameworks relating to the research topic. 

Chapter 3 identified and discussed the statutory and regulatory framework that 

prescribes the manner in which diversity and organisational practices should be 

managed by an organ of state. Chapter 4 presented the research findings in relation to 

the research objectives and research questions.  This chapter also provided a summary 

of each of the chapters and the fulfilment of the research objectives. Generalisations 

and findings of the study were also articulated in this chapter, followed by 

recommendations and the final conclusion.  

 

To adhere to and comply with the generic SMS Competency Framework and to mitigate 

against the dilemma as a result of the recurring audit findings against the Department of 

Military Veterans by the Auditor-General of South Africa, there is an urgent need to 

critically reflect on the department‟s diversity and organisational practices.  
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Annexure A 

 

Interview schedule: An inquiry into the relationship between diversity management and 

organisational practices in the Department of Military Veterans: a case study 

 

SECTION A: BIOGRAPHIC DETAILS OF RESPONDENTS 

 

1. Please state your position within the Department of Military Veterans and 

programme structure you are employed in. 

2. How long have you been in the employment of the Department of Military 

Veterans? 

3. When did you first join the public service? 

4. What is your highest level of qualifications? 

 

SECTION B: MAIN INTERVIEW QUESTIONS 

 

Theme and aim of Question 1: to understand the nature of superior-subordinate 

relations within the organisation (i.e. DMV). 

 

Question 1: How would you describe the existing organisational culture in the 

Department of Military Veterans? 

 

Follow up to the response given: 

 

1.1 What, in your view, contributes towards this type of behaviour?  

 

Probe: 

 

1.2 How would you describe the relationship between the organisation‟s Management 

Committee (MANCO) and the Executive Committee? 

 

1.3 In what way does the organisation contribute towards your job satisfaction? 

 

-------ooo0ooo------- 
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Theme and aim of Question 2: to understand the nature of superior-subordinate 

relations within the organisation (i.e., DMV). 

 

Question 2: How would you describe your supervisor‟s leadership style? 

 

Follow up: 

 

2.1 What in your view influences their style of leadership? 

 

Probe: 

 

2.2 Do you think your supervisor has the necessary experience and qualifications to 

exercise his/her responsibilities?  

 

-------ooo0ooo-------- 

 

Theme and aim of Question 3: to understand how systems and people are organised in 

executing organisational tasks. 

 

Question 3: How are policies developed in the organisation, and process is followed? 

 

Follow up  

 

3.1 What is your view of the current policy development process in the organisation?  

 

-------ooo0ooo------- 

 

Theme and aim of Question 4: to understand how systems and people are organised in 

executing organisational tasks. 

 

Question 4: What is your view of individualism in the work place? 

 

Probe: 
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4.1 How does the organisation drive innovation in relation to its legislative mandate 

and regulatory framework?  

 

-------ooo0ooo------- 

 

Theme and aim of Question 5: to gain insight with respect to structure and performance 

of the organisation. 

 

Question 5: How would you describe the current organisational structure? 

 

Follow up question: 

 

5.1 Would you regard the services offered by the Department of Military Veterans, both 

internally and externally, efficient and effective? If so, why? 

 

5.2 How are activities between the different programmes and sub-programme 

coordinated? Is there a policy to guide such interaction?  

 

  

    -------ooo0ooo------- 

 

Theme and aim of Question 6: to gain insight with respect to structure and performance 

of the organisation. 

 

Question 6: What in your view is the best solution to improve the output of the 

Department of Military Veterans? 

 

Probe: 

 

6.1 In your view, how should diversity be managed within the Department of Military 

Veterans?  

 

     -------ooo0ooo------- 
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SECTION C: OPEN-ENDED QUESTIONS REGARDING OBSERVATIONS AND 

THOUGHTS ABOUT THE INTERVIEW TOPIC 

 

1. Is the interview topic noteworthy of research (i.e. culture and decision-making)? 

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

____________________________________________________ 

 

2. How well are you informed of the research topic? 

______________________________________________________________________

______________________________________________________________________

_____________________________________________________________________ 

 

3. Did the topic and the interview make you realise the need to prioritise diversity 

management in the Department of Military Veterans and government in general? 

______________________________________________________________________

______________________________________________________________________

______________________________________________________________________

__________________________________________________________ 

 

     -------END------- 

 

 


