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ABSTRACT AND KEY WORDS

The purpose of this study is to provide insight to the organisation under study as to how the
organisation compares to a set of selected high performance organisational culture
characteristics and which of those characteristics need to be reinforced by management to

establish or continue to support high performance in a sales-driven environment in South Africa.

The problem that this research aims to address is that the organisation under study does not
know how the organisation compares to a set of selected high performance organisational culture
characteristics and which of those characteristics need to be reinforced by management to

establish or continue to support high performance in a sales-driven environment in South Africa.

The study adopted a positivist research philosophy and a quantitative research method with a
cross-sectional time horizon to census survey 90 sales personnel in the population. A validated
structured questionnaire on assessing a high performance culture was used and administered

on-line yielding 63 voluntary responses at a 70% completion rate.

The research results demonstrate that high performance organisational culture characteristics are
prevalent in the organisation being studied, to a lesser extent in certain dimensions and not at all
for the reward system dimension. Characteristics relating to the dimensions of leadership, core
capability (organisation, group/team and individual level), policies and procedures, and
Stakeholder satisfaction at the customer level manifested extremely positively, while
characteristics related to vision and strategy, stakeholder satisfaction at the supplier, community
and people level was evident to an average degree. The organisation performed poorly in those

characteristics related to performance management and reward system.

The research findings further indicated that the organisation’s leadership is highly effective in
establishing a high performance culture in the sales team, the organisation has to a large extent
the requisite core capability at all three levels (organisation, group/team, and individual) to support
a high performance culture, the organisation lacks an effective reward system and performance
management system, and that customer stakeholder satisfaction features to an extremely large
extent while supplier, community, and people stakeholder satisfaction features to a much lesser
extent as part of the culture in the sales team. Finally, practical recommendations to management
have been made to improve certain cultural characteristics and to reinforce positive areas that

support a high performance culture in this sales-driven organisation.

The benefits of the research include visibility to the organisation as to how the organisation

compares to a set of selected high performance organisational culture characteristics, insight into



organisational cultural factors that should be enhanced, prioritised, and/or addressed to sustain
and elevate organisational sales performance. One of the main benefits of the study is to
ultimately improve the performance level of sales personnel and thereby improve business
profitability and sustainability, and create shared value. Other organisational benefits include
reducing sales personnel turnover and retaining key sales personnel by creating an environment

for these individuals to thrive in.

Limitation of the study is the relative small sample size for inferential statistics. Managerial

implications of the study were mentioned, as well as recommendations for further studies.

Key Words: High performance teams, Leadership, Organisational culture, Sales-driven

organisation.

Definitions for concepts used in this research study are described below:-

e Business sustainability “simply means the ability to engage in present activities to achieve
business goals without jeopardising the ability to do so in the future” (Ngaia et al., 2018:661).
For the purposes of this research, business sustainability relates to the ability of an

organisation to sustain higher performance levels to ensure future business stability.

e Creating shared value in an organisation relates to actions “that enhance the competitiveness
of a company while simultaneously advancing the economic and social conditions in the
community in which it operates” (Porter and Kramer, 2011: 66). Refer to Chapter 1 where

the context to this concept is described.

e [eadership refers to how individuals in senior positions interact with employees on a daily
basis thereby establishing and influencing culture (Amirul and Daud, 2012:193). Refer to
Chapter 2, sub-section 2.2.1.

e Organisational culture can be described as “... the values, beliefs, and assumptions that are
held by members of an organization and which facilitate shared meaning and guide
behaviour at varying levels of awareness.” (Denison et al., 2014:145). Refer to Chapter 2,

sub-section 2.2 for additional detail.



Organisational strategy can be described as “an integrated and coordinated set of
commitments and actions designed to exploit core competencies and gain a competitive
advantage” (Hitt, Ireland, and Hoskisson, 2007:4). Refer to Chapter 2, sub-section 2.2.2.

Organisational capability describes the capability residing within the organisation in relation
to market and customer knowledge, relationships, competence, and innovation (Huang and
Huang, 2019:116). Refer to Chapter 2, sub-section 2.2.3.

Organisational work practices can be described as what “corporate policies, practices, and
procedures reward and support employees’ development, motivation, and opportunities to
contribute to achieve organisational goals” (Hartnell et al., 2019:834). Refer to Chapter 2,

sub-section 2.2.4.

Human resource management (HRM) relates to people management practices in
organisations and focuses on recruitment and selection; learning, training and development;
performance measurement and management; careers and career management; and safety,
stress, and health at work (Woods and West, 2016:158). Refer to Chapter 2, sub-section 2.3.

Stakeholder management can be described by stakeholder theory which states that an
organisation’s value and performance is determined by the strategic actions a firm takes to
satisfy the different stakeholder expectations (Yoon and Chung, 2018: 89). Refer to Chapter

2, sub-section 2.4.
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CHAPTER 1 INTRODUCTION AND BACKGROUND

1.1 INTRODUCTION

Organisations have and will continue to face challenges to establish a culture that supports and
aligns with the evolving strategic focus of the business. While strategy offers logic for the
company’s goals and focuses employees around them, organisational culture manifests these
goals through values and beliefs, shared assumptions and group norms (Groysberg et al.,
2018:45). It is known that organisational culture is intrinsically developed and cultivated to support
the company’s strategic goals (Kaul, 2019:130; Wu and Lin, 2013:6).

At the core of an organisations’ culture are its human resources. Organisations are faced with a
number of human resource challenges such as personnel turnover, competition for talent,
adequate and applicable training and development interventions, and the retention of key
personnel (Monaci, 2020:78). If these challenges are not effectively addressed and managed the
consequent impact on business sustainability can be significant (Aust et al., 2015:200; Macke
and Genari, 2018:811). These adverse human resource impacts are influenced by an
organisation’s culture which when considered against a backdrop of creating shared value for all

stakeholders place organisations at risk (Monaci, 2020:60).

In a sales oriented organisation its revenue growth is largely driven by an organisation’s sales
team. It is critical that these sales teams (human resources) are nurtured by an appropriate and
supportive organisational culture. While successful sales people possess certain innate
personality characteristics, obtaining success across an entire sales force is impacted by factors
other than personality characteristics (Zoltners et al., 2016). The purpose of this study is to assess
the prevalence of these organisational characteristics, other than personalities, that are pivotal
for a high performance culture in a selected sales-driven organisation. While organisational
culture and its impact on organisation performance is well researched (Sengottuvel and
Aktharsha, 2016; Lee and Yu, 2004; Chatman and O’Reilly, 2016; Hartnell et al., 2019), this study
will provide specific insights within the context of a sales-driven environment. The value of
understanding the current status with regards to a high performance culture in the organisation
under study could enhance sales teams’ performance and effectiveness, business revenue,
delivery of effective sales cycles, and the retention of key personnel. This in turn can improve an
organisation’s competitive advantage (Macke and Genari, 2018:807) and help create shared
value (Monaci, 2020:60).



1.2 RESEARCH PROBLEM STATEMENT

Organisational culture influences human resource capability which when not aligned with
organisational strategy, deviates from the creation of shared value for all stakeholders, placing
the organisation at risk (Monaci, 2020:60). Therefore, an understanding of the characteristics that
support increased performance levels and by reinforcing these characteristics through beliefs,
values, and behavioural norms will create a high performance organisational culture (Hartnell et
al., 2019:844). Company cultures which support high performance can impact all areas of the
organisation resulting in increased levels of employee engagement, productivity, and retention
(Kontoghiorghes, 2015:1849).

The problem that this research aims to address is that the organisation under study seems not to
know how the organisation compares to a set of selected high performance organisational culture
characteristics and which of those characteristics need to be reinforced by management to
support high performance in a sales-driven environment in South Africa. Through this study
insight will be gained into organisational cultural factors (Van Heerden and Roodt, 2007:22) that
should be enhanced, prioritised, and/or addressed to sustain and elevate organisational sales
performance in the selected organisation. This study will reveal the degree to which this company
complies with a high performance culture, thereby creating the necessary awareness and inform
action by the organisations’ management for improvement. Management action will comprise
specific initiatives to preserve and build on a set of selected high performance organisational
culture characteristics which enhance performance, and initiatives to address those

characteristics which are impeding performance.

One of the main benefits of the study is to ultimately improve the performance level of sales
personnel and thereby improve business profitability and sustainability, and create shared value
(Sengottuvel and Aktharsha, 2016:63). Other organisational benefits include reducing sales
personnel turnover and retaining key sales personnel by creating an environment for these
individuals to thrive in (Chatman and O’Reilly, 2016:23).



1.3 RESEARCH OBJECTIVES AND QUESTIONS

This research aims to assess the prevalence of those specific characteristics that are needed to
establish or support a high performance organisational culture in order for a sales team to perform

in a highly competitive environment. The main research objective is therefore to:-

e Assess the prevalence of high performance organisational culture characteristics as
experienced by sales employees in a selected sales-driven organisation within South

Africa.

The sub-objectives of this research are to:-

o Determine the effectiveness of the organisation’s vision and strategy in establishing a high
performance culture in the sales team.

o Determine the effectiveness of the organisation’s leadership behaviour in establishing a
high performance culture in the sales team.

e Determine the core capability present at organisation, team and individual levels to
support a high performance culture.

e Determine the effectiveness of the organisation’s reward and performance management
practices in the sales team.

e Determine how stakeholder satisfaction features as part of culture in the sales team.

The corresponding primary research question that guides this study:-
e What is the prevalence of high performance organisational culture characteristics as

experienced by sales employees in a selected organisation in South African?

The corresponding secondary research questions are:-

e To what extent is the organisation’s vision and strategy aligned with high performance
culture in the sales team?

e To what extent is leadership behaviour aligned with a high performance culture in the
sales team?

e To what extent is the core capability present at organisation, team and individual levels to
support a high performance culture?

e To what extent is the organisation’s reward and performance management practices
relevant to the sales team?

o To what extent does stakeholder satisfaction feature as part of the culture in the sales

team?



1.4 RESEARCH SCOPE AND DELIMITATIONS
1.4.1 Organisation of Interest

This research is applicable to a private sector sales-driven services organisation located in South
Africa providing professional services across the chemical and energy sectors. The organisation
of interest has a geographical presence across the country with regional offices located in all
major provinces including the Western Cape, Eastern Cape, North West, Free State, Kwazulu
Natal, Gauteng, Limpopo and Mpumalanga. The organisation selected is based on the objectives
of this research study and ease of access to the population of concern. Given the time and
resource constraints associated with this research study no additional private sector organisations
have been included as during the Covid 19 pandemic, during which this study had to be

conducted, limited access to organisations and their employees were possible.

1.4.2 Population under study

The functional area of concern is limited to personnel working in a sales functionality only. The
population is therefore limited to sales personnel and only these individuals will be surveyed as
participants in the study. The population of sales individuals are located across the major

provinces in South Africa.

1.4.3 Literature focus

The literature underpinning this research topic is concerned with constructs relating to
organisational culture, organisational capability, human resource management with its associated
nuances on performance, and stakeholder management. These constructs will be intertwined in
the research and forms the frame for the literature review and will subsequently support the

findings.

1.4.4 Unit of Analysis

The fundamental intention of this research is not to establish the characteristics for a high
performance sales-driven organisational culture at a team level as unit of analysis, but rather to
gain an understanding of these characteristics at an individual sales employee level. An

alternative unit of analysis is the team (group) of sales people located within a geographic region.
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The team, as an alternative unit of analysis, will be possible since the data from an individual level

could be aggregated to provide a view of the group to which that individual belongs.

1.4.5 Assumptions and Delimitations

The following assumptions were present in this study:-

It is assumed that survey respondents will provide answers to the questions in an honest
manner.
It is assumed that this study is an accurate representation of the organisation relating to

the characteristic categories explored in this research.

The survey was delimited to focus on the population of sales personnel of a selected private

organisation located within South Africa.

1.5 RESEARCH METHODOLOGY AND METHODS OVERVIEW

An outline of the research methodology and methods that was used in answering the research

questions stated are provided and are discussed in more detail in Chapter 3. To answer the

research problem the study employed a positivist research philosophy to develop knowledge

which was informed by the following research belief systems:

Ontology refers to “the nature of social phenomena” (Bryman and Bell, 2017:16) and the
ontological assumption is that certain characteristics support a high performance
organisational culture in a sales-driven environment which benefits an organisation; and
that the organisation is responsible for establishing these characteristics that support a
high performance culture with employees being a recipient thereof. The organisation is
therefore viewed as a real entity and the ontological position is that of realism (Rehman
and Alharthi, 2016:53).

Epistemology refers to “the branch of philosophy that studies the nature of knowledge and
the process by which knowledge is acquired and validated” (Gall et al., 2003:13) and the
epistemology of this research is based on factual and/or interpretative knowledge held by
employees in the organisation on which characteristics are prevalent to what extent. The
focus was therefore on discovering observable and measurable facts which can be

analysed in a quantitative way (Rehman and Alharthi, 2016:53).

5



e Axiology refers to “the role of values and ethics within the research process” (Saunders,
2016:128) and the axiology assumption is that this research study is free of the
researcher’s and respondents’ personal values and any personal beliefs or values will not

bias any of the research findings.

A positivist methodology relies on quantitative means (Rehman and Alharthi, 2016:54) and the
research approach favoured a deductive method to the relationship between the available theory
and the research topic with a strong emphasis on the empirical testing of theory (Bryman and
Bell, 2017:31; Saunders et al., 2016:145). The deductive approach allowed the research question
to be answered by proposing appropriate tenets of organisational culture theory (in support of
high performance), analysing the respondent data set, and explaining causal relationships

between concepts and variables to reveal the observed research patterns.

The methodological choice was a mono-method quantitative research study (Saunders et al.,
2016:166) with a research strategy based on a survey instrument acquired and used with
permission from Van Heerden and Roodt (2007) with a cross-sectional time horizon.

The population of interest included all of the ninety (90) sales individuals employed in the
organisation at the time of conducting this research with the unit of analysis being at the individual
level. Considering the population size and ease of accessibility to the population, together with
the research strategy and data collection method, there was no additional resources required to

census sample the population.

The data collection instrument used is an existing pre-developed questionnaire developed in
South Africa by Van Heerden and Roodt (2007). The research instrument (Annexure B)
comprised of two sections with eighty three (83) questions in total. The first section sought specific
respondent information to inform descriptive statistics. The second section sought responses to
assess the prevalence of the requisite characteristics for a high performance culture, and to inform
a snapshot of the organisation against these characteristics. This second section includes the
questionnaire comprising 12 dimensions associated with a high performance culture (Van
Heerden and Roodt, 2007:23-24). Each of the 12 dimensions contained specific questions related

to assessing a dimension.

The research instrument made use of a 5 point Likert scale (with 1 indicating a strong
disagree/negative view, 3 indicating an agree view, and 5 a very strong agree/positive view) to
elicit suitable responses. All questions were closed type questions in support of the deductive
quantitative research approach for this study. Zikmund (2003:333) highlights that “In contrast to

open-ended questions, fixed-alternative questions require less interviewer skill, take less time,



and are easier for the respondent to answer”. Closed questions also allow for easier processing
of responses, the ability to compare and test relations, and supports an understanding of what is
being asked (Bryman and Bell, 2007:200). The questionnaire was self-administered through the
use of an online survey platform. Research ethics, relating to employee personal details, were
maintained by utilising an employee list controlled by the organisations’ HR representative to only
gain access to the participants for the on-line survey and were not shared or disclosed to the
researcher. All responses from the participants were kept confidential with no personal details

disclosed or shared with the researcher.

The data analysis methods follow the approach suggested by Saunders (2016:498-551) and
included preparing the data from responses for analysis, exploring and presenting the data, and

describing and interpreting the data using appropriate statistical methods and software (SPSS).

1.6 CHAPTER LAYOUT
This mini-dissertation is structured in the following chapters:

¢ Chapter 2 summarises the academic literature and theoretical constructs available in the
context of the research topic.

e Chapter 3 explains in detail the empirical research methodologies and methods applied
during this research.

e Chapter 4 explains the data analysis techniques employed together with the results from
the data analysis, and presents an interpretation of the data analysis.

e Chapter 5 synthesises the results, findings and implications of the research incorporating
key tenets from the reviewed literature.

o Chapter 6 details the conclusions, managerial implications, and recommendations from

this research.

1.7 CHAPTER SUMMARY

Chapter 1 provided an introduction and background to this research study highlighting the
research problem and research questions in support of the importance and benefits for conducting
this research, the research scope indicating the regional or geographic boundaries in which the
organisation operates and describing the population of interest (sales personnel) analysed at an
individual level, an overview of the research methods adopted, and an outline of the remaining

structure and content of this mini-dissertation.



CHAPTER 2 LITERATURE REVIEW

2.1 INTRODUCTION

The literature and theory reviewed in this chapter aims to provide an overview of the published
literature relevant to this study, to create a conceptual theoretical framework for the relevant
theoretical aspects associated with this research, and to provide support for the focus of the

research problem and questions.

This research study has the following main theoretical constructs pertaining to a high performance
organisational culture in support of the study’s research objectives, with the relationships
indicated in Figure 2-1 derived from the integrated high performance organisational culture model
proposed by Van Heerden and Roodt (2007:22):

e Leadership, organisational strategy, organisational capability and work practices,
e Human resources management (HRM) to enable performance, and

o Stakeholder involvement and influence on the organisation.

A literature review of these theoretical constructs, mentioned in Figure 2-1, follows in the

subsequent sections of this Chapter.
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2.2 ORGANISATIONAL CULTURE AND ITS IMPACT ON PERFORMANCE

Organisational culture manifests goals through values and beliefs, shared assumptions and group
norms (Harvard Business Review, 2018). Denison et al. (2014:145) describe the basis of
organisational culture as “the values, beliefs, and assumptions that are held by members of an
organisation and which facilitate shared meaning and guide behaviour at varying levels of

awareness.”

Considering that organisational culture encompasses and is engrained in most aspects of an
organisation, and being a central tenet to this research, it is important that the notion of culture

and its impact on performance in an organisation is addressed (Hartnell et al., 2019:832).

Lee and Yu (2004:357) researched possible relationships between corporate culture and
organisational performance, and to investigate the validity of the culture construct to assess how
culture affects organisational performance. Culture was found to impact a variety of organisational
processes and performance. Similarly, research by Sengottuvel and Aktharsha (2016:63)
revealed that positivity in the various dimensions of organisational culture produced a healthy

impact on organisational performance.

In a critical analysis of the state of research into organisational culture Chatman and O’Reilly
(2016:23) concluded “that culture can have significant positive and negative effects on individual
and organisational outcomes, including employee fit, job satisfaction, commitment and turnover
as well as important organisational outcomes such as customer satisfaction, product quality, and

organisational financial performance.”

From the reviewed literature and evidence above it can be established that organisational culture

impacts the performance of organisations.

Organisational culture is related to and is largely influenced by elements of an organisation’s
system which are: leadership, strategy, structure, and work practices. The relationships between
organisational culture and these elements are interdependent, and these elements serve to form
and reinforce the organisation’s culture (Hartnell et al., 2019:844). Each of these elements of
organisational culture impact the performance of the organisation and are explored in more detail

in the following sections.



2.2.1 Leadership

Leadership in an organisation plays an important role in establishing the mission and values of
an organisation, and simplistically refers to how individuals in senior positions interact with
employees on a daily basis thereby establishing and influencing culture (Amirul and Daud,
2012:193).

Burns (1978) introduced the concept of transforming leadership to define the ideal condition
between political leaders and their followers to achieve higher levels of morale and motivation to
create significant change in people and organisations (Hoch, 2018:504). Transactional leadership
according to Burns (1978) was on the opposing end of the continuum and assisted in the drive to
ensure efficiency in achieving organisational goals (Laureani and Antony, 2019:61). Further work
by Bass (1985) around transformational leadership (TL) highlighted the four facets of a
transformational leader as including personal charisma, capacity to inspire and motivate,
encouragement for problem-solving, and personal attentiveness to employees (Makka, 2019:86).
These facets have evolved into four behavioural types that transformational leaders display:
idealised influence, inspirational motivation, intellectual stimulation, and individualised
consideration (Laureani and Antony, 2019:66). TL can therefore be contextualised as leadership
behaviour which seeks to influence, inspire, stimulate, and build relationships with followers which

results in increased (individual and team) levels of performance and results.

A study by Brown (2014:11) examined the effects of emotional intelligence (El) and leadership
styles on sales performance. Transformational and transactional leadership styles were
considered with the premise that a transformational leader has the capacity to develop individuals
by enabling them to buy in to the vision, goals and aspirations while the transactional leadership
style is more suited to compliance, rules, policies and procedures. The research findings
suggested a positive link between El, transactional and transformational leadership styles and

sales performance.

Similar studies (Qadir and Yesiltas, 2020:8; Magada and Govender, 2016:214; Sethibe and
Steyn, 2015:334) found that transformational leadership, as opposed to transactional leadership,
had a larger positive effect on organisational performance. Magada and Govender (2016:214)
further asserted that transformational leadership behaviours are effective for improving individual

performance through culture.

The notion of inspiration and leadership converges when leaders are expected to inspire action
to raise individual and team performance, and encourage creativity and innovation to accomplish

goals and objectives (Steinmann et al., 2018:2). Oleynick et al. (2014:436) described inspiration
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as “a motivational state that compels individuals to bring ideas into fruition”. Laureani and Antony
(2019:66) described inspirational motivation (IM) as “the degree to which the leader articulates a
vision that is appealing and inspiring to followers”. In this context leaders express confidence
about the future and communicate to employees with enthusiasm that the vision is achievable.
TL leaders use IM to articulate a vision which is clear, can be understood, and supported by the
organisation. These leaders engage and persuade, thereby creating the necessary motivation for
followers to envision and work towards more attractive future organisational states (Giddens,
2018:118).

A review of the literature revealed the following transformational leadership traits which serve to

inspire and motivate others:-

e Charisma - James and Lahti (2011:108) found that leader charisma was significantly and
considerably related to employee inspiration, describing charisma as creating “compelling
organisational visions and then embodying them through charismatic behaviour in order
to promote employee inspiration” (James and Lahti, 2011:109).

e Communication and interaction - Organisational factors such as the level of
communication from leaders regarding the organisation’s vision and goals and the level
of interaction (behavioural distance) between leaders and employees at an individual level
were significantly related to employee inspiration (James and Lahti, 2011:108). Traits such
as effective communication and relationship building with employees are therefore
significant (Hoffner, 2018:54).

e Self-confidence — Transformational leaders exhibit a high level of self-confidence which is
key to lobbying and inspiring followers to rally behind the vision or goal (O’Reilly and
Chatman, 2020:19).

e Willingness to challenge the status quo and take risks - Transformational leaders exhibit
a willingness to challenge existing norms and in doing so incur risks commonly associated
with charting a new or different path (O’Reilly and Chatman, 2020:19).

o Integrity — Transformational leaders act with integrity and inspire through consistent
actions serving as a role model for followers ((Hoffner, 2018:54).

e Energetic, enthusiastic and passionate - Transformational leaders talk enthusiastically
about what needs to be accomplished, demonstrating passion, and energy when setting

high expectations for followers to achieve (Hoffner, 2018:54).

A review of the literature revealed the importance of transformational leadership with the following

positive beneficial organisational outcomes:-
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Performance (individual/team/organisation) - it has been found that inspirational
motivation influenced employee job performance with several studies supporting a
positive correlation of TL and employee job performance in various settings and context
(Langat et al. 2019:5; Matar and Aldaheri, 2019:290). A meta-analysis (Giddens,
2018:118) found that TL is positively related to individual performance, performance
among teams and organisations, and enhances team and organisational performance to
a larger extent than transactional leadership.

Financial outcomes — it has been established that a TL style is positively related to firm
performance with the sub-dimensions of inspirational motivation and intellectual
stimulation having the strongest effects (Jensen et al., 2020:842).

Creativity and organisational innovation - TL positively affects employee creativity and
organisational innovation with inspirational motivation being a key factor in promoting and
encouraging employee creativity (Shafi et al., 2020:174).

Employee turnover and talent retention — TL can directly decrease an employee’s intention
to leave an organisation and significantly influences talent retention in an organisation
(Mangisa et al., 2020:10). Paltu and Brouwers (2020:9) examined the link between what
the authors termed “toxic” leadership and its impact on employee turnover and
organisation culture. “Toxic” leadership was described as the demonstration of
behavioural attributes by leaders such as being abusive and undermining, authoritarian,
and narcissistic. The findings of the study indicated a direct impact on the potential of
employee turnover when these leadership traits existed. Further, it was found that when
leaders are experienced as toxic by employees the organisational culture is negatively

influenced.

From the literature reviewed it is evident that leadership traits impact on organisational
performance and certain leadership characteristics can inspire and motivate people .However, it
is also evident that certain extreme leadership traits which can be described as “toxic” impact
organisational stability through increased employee turnover with a negative impact on

organisational culture.

2.2.2 Organisational Strategy

Organisational strategy is a key part of an organisation’s system (Hartnell et al., 2019:844) and
can be described as “an integrated and coordinated set of commitments and actions designed to

exploit core competencies and gain a competitive advantage” (Hitt, Ireland, & Hoskisson, 2007:
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4). Organisational strategy and its influence on organisational performance and culture is

explored in more detail below.

Kaul’s research (2019:130) into culture and strategy concluded that in general strategy preceded
culture and that culture should be aligned with the strategic intent of the organisation. While
culture strongly influences strategy it does not imply that culture precedes strategy but rather that

strategy can thrive on and benefit from a supportive culture.

Wu and Lin (2013:6) found in their research that business strategies have a significant positive
link to job satisfaction, organisational objectives and job performance (organisational
performance). Their research also found that organisational culture has a slight moderating effect

for the relation between organisational strategy and performance.

Bayraktar et al. (2017:49) investigated the link between strategy, innovation and firm performance
in the manufacturing sector finding that specific strategic approaches focusing on (for example)
cost-leadership and differentiation can lead to innovation which enhances organisational
performance. Similarly, Prodromos et al. (2018:62) researched the strategic orientation of an
organisation and its impact on organisational performance finding that strategy is a significant
mediating factor between organisational capabilities and resources on an organisation’s

performance.

From the literature reviewed it is evident that there is a clear positive relation between
organisational strategy and its influence on organisational performance. Further, organisational
strategy generally precedes culture though both concepts are closely related in terms of bi-

directional influence.

2.2.3 Core Capability
Core capabilities will be explained on three levels — Organisational, Group and Individual.
2.2.3.1 Organisational

Huang and Huang (2019:116) found that organisational capability (which the authors related to
market and customer knowledge, relationships, capability, and innovation) significantly
determined the level of intellectual capital in the organisation, which in turn positively influenced

organisational performance.
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In relation to organisational culture, a study by Johannsen and Zak (2021:9) established that
organisational trust increased productivity and earnings by employees, improved employee job
satisfaction, reduced job turnover, and generally resulted in happier and healthier employees.
Research into organisations which encouraged diversity and commitment found that race (Moon
and Christensen, 2020:141) and gender (Fernando et al., 2020:484) diversity, and employee
commitment (Sabir et al., 2015:12), has a direct influence on overall capabilities and results in

positive organisation performance.
2.2.3.2 Group/Team

Fay et al. (2015:261) examined the effect of teamwork on organisational innovation concluding
that where teamwork was more prevalent and widespread for appropriate work tasks, higher

levels of organisational innovation existed.

Within the context of performance management and the devolvement of human resource
departmental activities to line management (Perry and Kulik, 2008:262), the clear setting of
performance goals and working in teams to achieve these goals is critical. Van der Hoek et al.
(2018:492) found that in support of goal setting theory where individuals perform better if goals
that guide work are clear and specific, the authors also concluded that goal clarity positively

affects team performance.

Considering the manner (respect and communication) in which teams work together, LaGree et
al. (2021:19) investigated how respectful communication and engagement affected employees
where engagement was described as the “state of being treated politely or being properly
recognised for behaviour” (LaGree et al., 2021:4). The authors concluded that respectful
engagement and communication positively benefitted employees’ wellbeing (resilience) and

improved long-term business results.
2.2.3.3 Individual

In terms of individual capability and employee competency, Salman et al. (2020:430) found a
positive and significant impact between employee competencies and organisational performance.
Similarly Puteh et al. (2015:335) revealed four critical competency clusters that are required by
employees which makes employees an asset to the organisation. The authors described these
as functional (task or job) competency, leadership competency, communication competency, and

cognitive (analytical and decision making) competency.

Research exploring employee empowerment and accountability and its association with

organisational improvement found that employee empowerment (Ribeiro, 2018:65) and employee
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accountability (Han and Hong, 2019:21) improves the competitive position of an organisation.
Han and Hong (2019:22) also concluded that employee autonomy amplified the positive impact

of accountability on performance.
2.2.4 Work Practices

Organisational work practices can be described as what “corporate policies, practices, and
procedures reward and support employees’ development, motivation, and opportunities to
contribute to achieve organisational goals” (Hartnell et al., 2019:834). The impact of these

practices on organisational culture and performance is discussed in more detail below.

Den Hartog and Verburg (2004:73) studied the link between work practices and performance, and
the relationship between work practices and organisational culture. Their research determined
that practices such as personnel selection, employee development, autonomy, remuneration
linked to performance, incentives such as profit sharing, and effective knowledge management
(information sharing) were positively linked to an employee’s willingness to put in extra effort, and
to the perceived performance of the organisation. Further, it was determined that there were also

positive relationships between work practices and organisational culture dimensions.

Hartnell et al. (2019:844) found that work practices that enhance motivation (performance
management, compensation, incentives, benefits, career development, and job security), and
practices that enhance opportunity (flexible job design, work teams, employee involvement, and
information sharing) have a positive impact on organisational aspects such as innovation,
customer, and financial outcomes. A meta-analysis completed by Yongmei Liu et al. (2006:524)
also confirmed the existence of a substantial positive link between organisational performance
and the adoption of effective work practices. Reward management work practices in the form of

compensation, incentives, benefits, career development, and job security were prevalent.

It is evident from the literature reviewed that these findings have an underlying association to
motivational theory. Earlier theories of motivation include Herzberg’s motivation-hygiene (two-
factor) theory which describes certain hygiene factors that result in either employee satisfaction
or dissatisfaction. Hygiene factors enhancing employee motivation include, amongst others,
achievement and recognition (Robbins and Judge, 2007:212). Studies have indicated that
employee rewards and recognition have an important and constructive effect, while job stress has
a negative effect on employee performance (Hussain et al., 2019:69). Even intrinsic (non-
financial) rewards such as professional respect, personal development and growth, performing
work that is enjoyable, and learning something new have a positive impact on employee

motivation and performance (Manzoor et al., 2021:10).
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From the literature reviewed organisational work practices have a positive effect on both
organisation culture and on individual/organisational performance. Taking cognisance of
employee motivation, and within the context of sales performance, the need to motivate sales
individuals like any other employee in an organisation highlights the importance of creating the
right levels of motivation through the application of effective work practices. This will ultimately

result in enhanced levels of performance.

2.3 HUMAN RESOURCES MANAGEMENT

Human resources management (HRM) is central to an organisation and influences how an
organisation operates within the global business environment, and further within its specific
business sector. A study by Bakator et al. (2019:11) found that the majority of research on HRM
and business performance indicated that there was an undisputable positive link between good
HRM practices and key business performance metrics (employee wellbeing, productivity, and

organisational climate). HRM can therefore be seen as a key enabler of performance.

HRM comprises of various focus areas with Woods and West (2016:158) describing the
achievement of good people management practices in organisations through a strong focus on
recruitment and selection; learning, training and development; performance measurement and
management; careers and career management; and safety, stress, and health at work.
Historically, the functionality for developing and imbedding practices in these areas resided with
specialists within the human resource (HR) function. This norm has evolved over the recent past
with line management becoming more involved and taking more accountability for the
development and application of HRM activities within the organisation. Activities that were
previously reserved for HR specialists are consciously being devolved to line management and
can include recruitment, personnel development and career planning, occupational health and
safety compliance, and the shaping and embedding of organisational culture practices (Perry and
Kulik, 2008:262). Since line management is at the frontline of the interaction with the workforce

the ability to shape and influence performance is significant.

Ramlall and Melton (2019:12-16) identified various HRM dimensions and practices for line

management relating to establishing and maintaining a high performance culture. These include:-

e Employee wellbeing - supporting employees from a wellness perspective (emotionally and
physically) either through personal interaction or by providing access to specialised

services. Employee wellbeing manifests in reduced absenteeism and higher productivity.
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Employee engagement - endeavouring to keep employees stimulated and interested in
the job or work content by supporting actions and practices that create enthusiasm and
dedication in the workplace.

Employee retention - applying HR policies and practices in a consistent manner that aim
to retain employees with key skills and experience, and those who contribute to business
profitability and sustainability.

Learning and development - adopting a frontline approach to coaching and developing
employees to improve overall performance. Continuous learning and development
initiatives are essential to skills development and support enhanced employee
engagement levels.

Performance management - playing an instrumental role in defining work targets and
assessing performance. This manifests practically by conducting fair performance
appraisals with each employee and to provide relevant feedback to improve the
performance of individuals.

Succession planning — scheduling of regular career development discussions with
employees to plan and ensure that high potential employees are exposed to different work
opportunities to gain the necessary experience required to occupy future senior positions.
Diversity and inclusion - managing employees in a fair and transparent manner while
ensuring that the contribution from differing racial groups and gender are included and
valued in the workplace.

Workplace safety — ensuring a safe work environment for employees which foremost

sends out a positive message of care.

From the literature reviewed it is evident that HRM is a key influencer of performance, and is being

effected more frequently through front line management. Positive management employee

interaction, relating to the HR dimensions and practices highlighted, is therefore critical to

establishing and maintaining a high performance culture.

HRM in a Sales Context

An understanding of the sales environment and the factors that influence sales performance is

relevant to this study considering the context for this research and the research objectives. A

meta-analysis completed by Verbeke et al. (2011:421) to understand the drivers of sales

performance determined the following antecedents as the most important (listed in rank order):

Selling-related knowledge which includes both product and customer knowledge that is
required to present and co-create solutions for customers.
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e Degree of adaptiveness refers to the ability of sales people to read customer intention and
needs and to adapt their behaviour and sales strategy accordingly.

e Role ambiguity occurs when sales people have insufficient information to perform
effectively and when there is uncertainty around expectations.

e Cognitive aptitude describes the ability of sales people to tailor their communication to
help customers better understand their needs, and to substantiate the sales message with
quantitative data.

o Work engagement refers to sales people’s personal networks, the depth thereof relating

to strength of relationships, communication and knowledge transfer.

A study by Farrel (2007:271) into the effect of a market oriented organisational culture on sales
force behaviour and attitudes found that market oriented values affect role conflict, role ambiguity,

organisational commitment and job satisfaction.

From the literature reviewed it is evident that sales people will be required more so to function as
knowledge advisors, who are knowledge based and able to transfer knowledge to customers.
Correspondingly effective sales people are required to have cognitive abilities to absorb
knowledge, be able to function with diverse team members, adapt messages to various

stakeholders, and be able to shape the intentions and needs of their customers.

2.4 STAKEHOLDER MANAGEMENT

Stakeholder theory states that an organisation’s value and performance are determined by the
strategic actions a firm takes to satisfy the different stakeholder expectations (Yoon and Chung,
2018: 89). Therefore effective stakeholder management ensures that organisations are aware of
and able to evaluate key stakeholder inputs that can affect the organisation’s operation and
performance. The theoretical constructs associated with the management of internal people
stakeholders (employees) is discussed under HRM in Section 2.3 above. External stakeholders
(community, customers and suppliers) and their impact on organisational performance are

discussed below.

Wang and Sengupta (2016:5566) found a positive relationship between the quality of stakeholder
relations and brand equity, and that brand equity facilitated the association between stakeholder

relations and organisation performance. Similarly, a study by Yoon and Chung (2018:94), in a
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corporate social responsibility context, found that considering the needs and input from the

community enhanced an organisation’s market value.

Grekova et al. (2015:1869) concluded that collaborating with suppliers can improve firm
performance as collaboration encourages cost savings. The authors also found that collaboration
with customers resulted indirectly in better performance by stimulating firms to implement process
improvements that resulted in cost reduction initiatives and market gains. Vaitoonkiat and
Charoensukmongkol (2019:879) found that in a market uncertainty condition a strong focus on

customer orientation significantly explained higher organisation performance.

A brief literature review has indicated that effective stakeholder management of customers,
suppliers, and the community is important for organisations considering the benefits derived and

the subsequent positive impact on organisational performance.

Further, it is evident from this literature review that the influence of organisational culture on
performance has not been studied and remains unexplored in a sales-oriented organisation in

South Africa, which consequently provides the rationale for this research study.

2.5 CHAPTER SUMMARY

Based on the literature reviewed the following key tenets of organisational culture, elements of

an organisation’s system, and its impact on performance are evident:-

¢ Organisational culture does impact the performance of an organisation (Lee and Yu,
2004:357; Sengottuvel and Aktharsha, 2016:63; Chatman and O’Reilly, 2016:23).

¢ Organisational culture is related to and influenced by other elements of an organisation’s
system consisting of leadership, strategy, structure, and work practices. These elements
form and reinforce the organisation’s culture and impact the performance of the
organisation (Hartnell et al., 2019:844).

e Studies have found that transformational leadership has a larger positive effect on
organisational performance (Brown, 2014:11; Qadir and Yesiltas, 2020:8; Magada and
Govender, 2016:214; Sethibe and Steyn, 2015:334) with certain leadership characteristics
serving to inspire and motivate others (James and Lahti, 2011:109; Hoffner, 2018:54;
O’Reilly and Chatman, 2020:19). “Toxic” leadership traits (abusive and undermining,
authoritarian, and narcissistic) directly impact employee turnover and negatively influence

organisational culture (Paltu and Brouwers, 2020:9).
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e Culture strongly influences strategy and strategy can thrive on and benefit from a
supportive culture (Kaul, 2019:130). Strategy has a significant positive link to job
satisfaction, organisational objectives and job performance (Wu and Lin, 2013:6). Specific
strategic approaches can lead to innovation which enhances organisational performance
(Bayraktar et al.,, 2017:49). Strategy is a significant mediating factor between
organisational capabilities and resources on an organisation’s performance (Prodromos
et al., 2018:62).

¢ Organisational capability determined the level of intellectual capital in the organisation,
which in turn positively influenced organisational performance (Huang and Huang,
2019:116). Diversity in the form of race (Moon and Christensen, 2020:141) and gender
(Fernando et al., 2020:484), employee commitment (Sabir et al., 2015:12), teamwork (Fay
et al., 2015:261; LaGree et al., 2021:4), and goal clarity (Van der Hoek et al., 2018: 492)
have a direct influence on overall capabilities and result in positive organisation
performance. At the individual level, employee competency (Salman et al., 2020:430;
Puteh et al, 2015:335), employee empowerment (Ribeiro, 2018:65), employee
accountability and autonomy (Han and Hong, 2019:21) improve the competitive position
of an organisation.

o Effective work practices that enhance motivation and opportunity are positively linked to
an employee’s willingness to put in extra effort and to the performance of the organisation
(Den Hartog and Verburg, 2004:73; Yongmei Liu et al.,, 2006:524), with positive
relationships between work practices and organisational culture dimensions (Hartnell et
al., 2019:844).

Based on the literature reviewed the following key tenets of HRM and stakeholder management

are relevant:-

e There is a positive link between good HRM practices and key business performance
metrics with HRM seen as a key enabler of performance (Bakator et al., 2019:11). People
management practices to establish and maintain a high performance culture include
employee wellbeing, engagement, retention, learning and development, performance
management, succession planning, diversity and inclusion, and workplace safety (Ramiall
and Melton, 2019:12-16).

¢ HRM is a key influencer of performance and is being effected more frequently through
front line management. Positive management employee interaction is therefore crucial to
establishing and maintaining a high performance culture (Perry and Kulik, 2008:262).
Taking cognisance of the concept of motivation, and the need to motivate sales
individuals, highlights the importance of creating the right levels of motivation through the
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application of effective work practices which ultimately lead to enhanced levels of
performance.

e Within the context of a sales environment, sales people will be required to function as
knowledge advisors requiring cognitive abilities to absorb knowledge, be able to effectively
function with diverse team members, adapt messages to various stakeholders, and be
able to shape the intentions and needs of their customers (Verbeke et al., 2011:421).

e Customer, supplier, and community stakeholder management are imperative considering
each dimension’s positive impact on organisational performance (Wang and Sengupta,
2016:5566; Yoon and Chung, 2018: 94; Grekova et al., 2015:1869; Vaitoonkiat and
Charoensukmongkol, 2019:879).

The next chapter presents and discusses the rationale around the research methodology and

methods used to conduct this research study.
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CHAPTER 3 RESEARCH METHODOLOGY AND METHODS

3.1 INTRODUCTION

This chapter explains the choices made for the research methodology to investigate and address
the research problem presented in Chapter 1. The research “onion” proposed by Saunders et al.
(2016:124) was used to guide the research methodology in relation to the research philosophy,
research approach, data collection technique, and data analysis procedures. The subsequent
sections of this Chapter are presented and intend to explain and substantiate the adopted
research methodology as described by Saunders et al. (2016:124) and depicted in Figure 3-1

below.
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Figure 3-1: The research “onion” (Saunders et al., 2016:124)

3.2 RESEARCH PHILOSOPHY

There are five major philosophies in business and management: positivism, critical realism,
interpretivism, postmodernism and pragmatism (Figure 3-1). The assumptions relevant to the

development of knowledge associated with the research influence the research philosophy which
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Saunders et al. (2016:124) define as referring to a “system of beliefs and assumptions about the
development of knowledge.” The research philosophy therefore refers to the knowledge
development approach undertaken to answer the research problem that the organisation under
study does not know how the organisational compares to a set of selected high performance
organisational culture characteristics and which of those characteristics need to be reinforced by
management to establish or continue to support high performance in a sales-driven environment
in South Africa.

The types of assumptions relevant to selecting this study’s research philosophy include:-

e Ontology refers to “the nature of social phenomena” (Bryman and Bell, 2017:16). The
ontological assumption is that certain characteristics support a high performance
organisational culture in a sales-driven environment which benefits organisations; and that
the organisation is responsible for establishing these characteristics that support a high
performance culture with employees being a recipient thereof. The organisation is
therefore viewed as a real entity and the ontological position is that of realism (Rehman
and Alharthi, 2016:53).

o Epistemology refers to “the branch of philosophy that studies the nature of knowledge and
the process by which knowledge is acquired and validated” (Gall et al., 2003:13). The
epistemology of this research is based on factual and/or interpretative knowledge held by
employees in the organisation on which characteristics are prevalent to what extent. The
focus is therefore on discovering observable and measurable facts which can be analysed
in a quantitative manner (Rehman and Alharthi, 2016:53).

o Axiology refers to the role of values and ethics within the research process (Saunders,
2016:128). The axiology assumption is that this research study is free of the researcher’s
and respondents’ personal values and any personal beliefs or values will not bias any of

the research findings.

These assumptions underpin the research philosophy relevant to the research problem and this

research was therefore investigated in a positivist manner.

3.3 RESEARCH APPROACH

This research approach commenced with a review of the academic literature followed by a
research strategy to test the theory. The research approach favours a deductive method to the

relationship between the reviewed theory and the research topic with a strong emphasis on the
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empirical testing of theory (Bryman and Bell, 2017:31; Saunders et al., 2016:145). The deductive
approach allowed the research question to be answered by proposing appropriate tenets of
organisational culture theory (in support of high performance), analysing the respondent data set,
and explaining causal relationships between concepts and variables to reveal the observed

research patterns.

3.4 RESEARCH DESIGN

Research design refers to the conceptual structure associated with answering the research
question (Patel and Patel, 2019:51) and “provides a framework for the collection and analysis of
data” (Bryman and Bell, 2017:100). Considering the research philosophy of positivism this
research followed a quantitative research method as it is focused on the “what” (as opposed to
the “how” and “why”) in terms of assessing the prevalence of key organisational culture

characteristics that will propel performance in a sales-driven organisation.

The quantitative research method employed structured data collection by collecting primary data
from the population through a single data collection technique for further quantitative data analysis
and testing. As such the methodological choice was a mono method quantitative study (Saunders
et al., 2016:166).

A survey research strategy was employed in support of a deductive research approach to assess
the prevalence of high performance organisational culture characteristics. The survey strategy
used a questionnaire to collect data for economical purposes and to offer more control over the
entire research process (Saunders et al., 2016:181). The data were then analysed using

descriptive and inferential statistics.

Given the nature of the research topic and deductive approach, together with the associated time
constraints, research data were collected on “more than one case and at a single point in time”
(Bryman and Bell, 2017:106). This study therefore provides a snapshot of the phenomena at a
given point allowing causal relations to be observed with the time horizon being cross-sectional
in nature (Saunders et al., 2016:201).
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3.5 POPULATION AND SAMPLING
3.5.1 Population

Population in a research study refers to the entire set of cases or group that the research aims to
draw conclusions about (Taherdoost, 2016:18). The functional area of concern was limited to
employees working in a sales functionality only. Considering that the fundamental intention of this
research was to assess the characteristics prevalent for a high performance organisational culture
at a team level, the study population consisted of all sales individuals performing a sales
functionality within the various geographic based sales teams. These sales individuals specialise

in offering industrial water treatment solutions to the energy and chemicals sectors in South Africa.

Personnel information (names, contact information, location etc.) about these sales individuals
reside within the organisation in the centralised corporate HR department. The population
included all ninety (90) sales individuals in the employ of the organisation at the time of the survey
during the 2021 calendar year. The sales regions in the organisation are spread throughout South
Africa, with sales individuals being present in eight (out of nine) provinces including the Western
Cape, Eastern Cape, North West, Free State, KwaZulu Natal, Gauteng, Limpopo and

Mpumalanga.

3.5.2 Sampling

Sampling in quantitative research refers to obtaining a subset of the population that is
representative and enables generalisation about the population (Taherdoost, 2016:20). The ideal
strategy for this research was to complete a census of the population with the target population
being well defined and known (identifiable) in the organisation. The usual drawbacks (cost, time
and practicality) associated with a census were not applicable to this research considering the
population size, ease of access to the population, and survey method (Saunders et al., 2016:274).
Correspondingly a census was feasible in that no excessive resources (time and money) were
required to enable access to the population list. Further no additional effort was needed with the

research design being quantitative and conducted using a survey.

The benefits of a census include more significant statistical results if a large portion of the
population responds; inclusion for each unit of analysis across the different strata (experience
and geography); and the avoidance of over or under representation of certain experience levels
or geographic locations. This strategy also allowed the possibility to generalise these research

findings to the population given the more robust sampling approach (Zikmund, 2003:398).
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Considering sampling error as part of the sample strategy the total error is comprised of random
(sampling) error and systematic (bias) error (Daniel, 2011:23). One of the benefits of adopting a
census approach is the elimination of random sampling error because a sample is not selected
from the population. Systematic error or bias is also largely reduced since the bias associated

with selecting units of analysis and collecting data from these units is removed (Daniel, 2011:25).

3.56.3 Sample Size

In quantitative research sample size is the number of participants or observations included in a
research study (Taherdoost, 2016:23). The total population which included all ninety (90) of the
sales individuals in the employ of the organisation at the time of the research survey in July 2021
are included - which refers to a census. Since this research was undertaken using a census,
where all units in the population are studied (Bryman and Bell, 2017:171), the sample size was

the same as the population size.

3.5.4 Unit of Analysis

Miles (2019:2) describes the level of analysis as the primary unit of measurement in the research
that will be analysed. These differing levels consist of individuals, groups, organisations, and
societies. Given the research topic, research purpose, and the associated focus on elevating
performance of individuals in a sales functionality, the unit of analysis for this research is at an
individual level and therefore includes all sales individuals in the organisation. Further

characteristics relevant to this unit of analysis include:-

o Diversity (age, sex) of the individuals;
e Experience of individuals (corresponding to an inferred level of expertise); and

e Geographic focus of the individual.

These unit of analysis characteristics were important when analysing the research survey data to
understand if there were any material or significant differences based on age or sex from a
diversity perspective. Similarly, it was also relevant to understand, if based on the experience
range of the individual whether this characteristic influenced the analysis of the data. For this

characteristic experience was used as a proxy to infer the level of expertise of the sales individual.

26



Given that the (sales) individuals are active in different industrial sectors (e.g. the energy and
chemical sectors) it was of interest to understand if the industry characteristic had any influence
on the data analysis. In addition to the sectors, the (sales) individuals work in different geographic

regions within South Africa which could also have an impact.

There were no issues relating to access and availability of the unit of analysis. Participants in the
study (sample population) were accessible via the researcher’s current employer with the HR
department controlling and providing access to a full employee list filtered to individuals directly
involved in the sales functionality. Permission was requested and approved from the executive
committee of the organisation relating to access to the population and a permission letter was

received to conduct the research (Annexure A).

3.6 DATA COLLECTION
3.6.1 Data collection method

The nature of the primary data collected was aligned to the research topic, objectives, and
answering the primary and secondary research questions. A survey data collection method was
deemed most appropriate for this research in support of a mono-method quantitative methodology
(Patel and Patel, 2019:49), and its effectiveness at eliciting responses from large samples via a
census relatively quickly (Ponto, 2015:168). Data were collected in the form of a survey using,
with authors’ permission, an existing validated questionnaire developed in South Africa by Van
Heerden and Roodt (2007) to assess the prevalence of the requisite characteristics, viewed as
appropriate by the respondents, which enable a high performance sales-driven organisational

culture. The questionnaire used in this research study is included in Annexure B.

The use of questionnaires was selected based on the following factors (Saunders et al.,
2016:441):-

¢ The method’s congruency with the characteristics of the population in terms of literacy and
internet access,

e Improvement in the confidence level of reaching the right respondent,

e Decreasing the likelihood of respondents’ answers being contaminated or distorted,

e Possibly enabling a large sample size, and

e Permitting the use of closed type questions.
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3.6.2 Process of data collection

The questionnaire used to collect data was self-completed and administered to the respondents
using an online survey platform (SurveyMonkey®) due to the advantages of online surveys being
low cost, faster response rates, and no restrictions relating to geographical coverage (Bryman
and Bell, 2017:293).

Email contact details for the population were controlled by the organisation’s HR department,
observing the Protection of Personal Information (POPI) Act (2020) and an email was distributed
from the HR department to the population which contained a hyperlink for respondents to access
the questionnaire via their web browser. The use of email as the communication medium was

considered effective since all respondents have email access.

Responses from the online survey platform were aggregated by the organisation’s HR department
with no respondent’s identity details included to ensure anonymity of respondents and the

confidentiality of data.

3.6.3 Research instrument design

Data were collected in the form of a questionnaire to assess the requisite characteristics, viewed
as appropriate by the respondents, which enable a high performance sales-driven organisational
culture. The literature review revealed a study by Van Heerden and Roodt (2007) which included
the development of a measuring instrument to assess high performance culture. Permission was
obtained from the corresponding author to use the measuring instrument (Annexure F) for this
research study. The instrument (Van Heerden and Roodt, 2007) was considered useful since the
questions in the instrument were well suited to addressing this research study objectives
discussed in Chapter 1, and supported the testing of the theoretical constructs and literature

associated with a high performance organisational culture (Chapter 2).
The questionnaire comprises two sections with eighty three (83) questions in total:

e Section A: Demographics — recorded specific respondent information to inform descriptive
statistics.

e Section B: Survey - recorded responses to assess the prevalence of the requisite
characteristics for a high performance culture, and to inform a snapshot of the organisation
against these characteristics. Section B of the survey comprised of 12 dimensions

associated with a high performance culture including: vision and strategy, leadership, core
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capability of the organisation, core capability of the group/team, core capability of the
individual, reward system, performance management, policies and procedures, customer
stakeholder satisfaction, supplier stakeholder satisfaction, community stakeholder
satisfaction, and people stakeholder satisfaction. Each of the 12 dimensions contained

specific questions related to assessing that construct.

The research instrument made use of a 5 point Likert scale (with 1 indicating a strong
disagree/negative view, 3 indicating an agree view, and 5 a very strong agree/positive view) to
elicit suitable responses. All questions were closed type questions in support of the deductive
quantitative research approach for this study. Zikmund (2003:333) highlights that “In contrast to
open-ended questions, fixed-alternative questions require less interviewer skill, take less time,
and are easier for the respondent to answer”. Closed questions also allow for easier processing
of responses, the ability to compare and test relations, and supports an understanding of what is
being asked (Bryman and Bell, 2007:200).

Considering that an existing research instrument was used in this research study no additional
pretesting (e.g. piloting) of the questionnaire was conducted (Zikmund, 2003:359; Bryman and
Bell, 2007:209). The reliability of the instrument was previously tested during the authors’
research involving an organisation within the Fast Moving Consumer Goods (FMCG) industry in
South Africa (Van Heerden and Roodt, 2007:24). The test for internal consistency resulted in an
overall Cronbach Alpha of 0.947 indicating a reliable questionnaire (Van Heerden and Roodt,
2007:25).

3.7 DATA ANALYSIS METHOD AND PROCESS

The analysis of the quantitative data collected included the following aspects as described by
Saunders et al. (2016:498-551):

e Preparation of the data for analysis;
e Selection of suitable tables and diagrams to explore and to present the data; and
e Selection of appropriate statistics in consultation with an NWU statistician using the latest

version of SPSS to describe and examine relationships and trends in the data.

These aspects incorporated in the data analysis process are explained in more detail below.
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3.7.1 Preparation of data for analysis

An analysis of the quantitative data collected included preparing the data for analysis. The data
were entered into a spreadsheet and coded for further analysis. Part of the preparation included
checking for missing data, errors or inconsistencies (Bergin, 2018:48). Respondents who did not
consent to their response data being shared were excluded from the data analyses. The layout
of the data in the spreadsheet took into consideration subsequent software analyses in SPSS

(version 27).

3.7.2 Exploring and presenting data

Data analysis considered the use of suitable tables and diagrams to present the data. For the first
section of the questionnaire (biographics) which provided a profile of the respondent for
descriptive reasons, the relevant variables can be described as dichotomous and nominal
variables (Bryman and Bell, 2017:313). Univariate analysis was used to explore and present this
portion of data. Analyses included frequency diagrams to summarise the response rate, gender,

age, experience levels, and role (level) of the respondents in the organisation.

For the subsequent parts of the questionnaire both univariate and bivariate analysis were used
to explore and present the data analysis. For each theoretical dimension, univariate analysis was
used to describe the distributions of values per question (a measure of central tendency) and
included appropriate pie charts and bar charts to present the number and percentage of
responses for each variable. Boxplots (Bergin, 2018:214) were used to highlight the amount of
variation (lower and upper quartile, minimum and maximum, average and median) in the data

collected.

3.7.3 Describing and examining data using statistics

Appropriate statistical methods were used to describe and present relationships and trends in the
data (Zikmund, 2003:485). Comparative data analysis included independent samples test to
assess if there were any differences in responses between gender categories (Bergin, 2018:105).
Considering that each question was based on a five (5) point Likert scale where ranking was
possible, the variables were classified as ordinal in nature. As such the technique that was used
to determine the strength of association between the twelve dimensions assessed was the

Spearman’s rho (p) method (Bryman and Bell, 2017:320).
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Where the data analysis revealed a number of relationships between variables, a causal direction
was explored to understand if causality existed (Bergin, 2018:117; Bryman and Bell, 2017:322).
A one-way ANOVA analysis was completed to assess the theoretical dimensions associated with
a high performance culture (dependent variables) with sales position role categories (independent
variables). It was not deemed appropriate to use any multivariate analysis techniques for further

data examination.

The internal consistency approach was adopted to assess survey reliability with a Cronbach alpha
result of 0.7 and higher indicating an acceptable level of internal reliability (Bryman and Bell,
2017:38). As part of research instrument validity the Kaiser-Meyer-Olkin (KMO) measure of
sampling adequacy (MSA) was used to ensure that the data was adequate for factor analysis,
with subsequent exploratory factor analysis using principal component analysis being conducted
on each of the twelve theoretical dimensions to explore how many factors were represented by
the data for each dimension. Bartlett’s test of sphericity incorporated statistical significance testing
using the chi-square test (Bryman and Bell, 2017:325) to test for statistically significant

relationships.

The analysis techniques were completed using Microsoft Excel for the (simpler) exploratory type
data analysis and presentation, combined with the use of a dedicated statistical software package

(SPSS version 27) for the remaining inferential data analysis requirements.

3.8 RESEARCH ETHICS

From a business ethics perspective, this research topic does not pose any ethical conflicts
between employees and employers in the organisation, and/or any other stakeholder. The main
areas of ethical principles (Bryman and Bell, 2017:120) relevant to this research study are

discussed below:-

o Informed consent — all participants were made aware of the objectives of the research and
the value to be derived. Participants had a choice as to whether to participate or not

(Annexure C).

o Harm to participants - this study utilised an employee list controlled by the organisation’s
HR representative to only gain access to the participants for the on-line survey and was not
shared or disclosed to the researcher. All responses from the participants were kept
confidential and no personal details were disclosed or shared with the researcher.

Therefore, no harm to participants occurred.

31



o Invasion of privacy — the invasion of privacy is not applicable for this research since
communication was conducted via the organisation’s assigned business email contact

details for the participants.

o Deception — deception is not applicable for this research since the research objectives were
clear and non-malicious in nature. Approval was obtained from the organisation’s executive

committee to proceed with this research (Annexure A).

The researcher is an employee in the organisation under study but had no influence on the
employees to complete the questionnaire as the data were collected through a gatekeeper - the
Human Resource office without any bias. The researcher conducted this research in accordance
with the code of conduct for researchers (Annexure D). Annexure E contains the approved
application for ethical clearance required by the NWU Faculty of Economics and Management
Sciences Research Ethics Committee (EMS-REC).

3.9 SUMMARY OF CHAPTER

Chapter 3 explained the research methodology and methods employed using the research
“onion” of Saunders et al. (2016:124) to structure the research study. Figure 3-2 on next page
indicates the key research choices from this Chapter integrated into the overall research process.
The data analysis and interpretation of findings, discussion, conclusions and recommendations

are presented in Chapters 4, 5, and 6 respectively.
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CHAPTER 4 DATA ANALYSIS, RESULTS AND INTERPRETATION

41 INTRODUCTION

This chapter analyses and describes the survey data obtained for this research process. It
includes descriptive statistics to provide basic information (profile and context) on the dataset
using central tendency, variability and the distribution of the dataset as an indication (Bergin,
2018:77). Inferential statistics were used to analyse the data for relationships between variables
to infer causality (Saunders et al., 2016:537). Part of the data analysis included testing for
statistical significance to confirm the reliability and validity of the survey instrument and that the

research findings could be generalised to the population (Bryman and Bell, 2017:38).

This chapter concludes with a summary of the data analysis results and leads into the next

chapter which discusses the findings.

4.2 RESPONSE RATE AND RESPONDENT CHARACTERISTICS

A total of ninety (90) sales individuals, constituting the population, were contacted to participate
in the study by using a census approach. Missing response data were appropriately treated and
excluded from any descriptive and inferential statistics. Of those invited to voluntary participate
69 responded including 5 respondents who submitted no data for all questions and one (1)
respondent who did not consent to the response data being shared. The effective humber of

responses were 63 yielding an on-line completion rate of 70%.
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From Figure 4-1 the majority of the respondents were service specialists (44%) followed by

account managers (30%). These two role categories accounted for the bulk of the respondents.
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Approximately 21% of the respondents were business managers and business development
managers. One respondent from the respondent set (64) did not indicate his or her role category.

10, 16%
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@6-10

Figure 4-2:  Respondents (number and percentage) by sales work experience (years)

Figure 4-2 indicates that all five experience categories contributed between 16 — 25% of the
respondent set. This indicates that the sales force work experience within the organisation is fairly
evenly distributed across the work experience categories with most of the sales individuals having

more than 20 years of experience.

DFEMALE ®MALE

Figure 4-3:  Respondents (number and percentage) by sex
It is evident (Figure 4-3) that the workforce is predominantly male (91%) as opposed to female

(9%). Section 4.4 presents the results for the independent samples test which indicated no

significant differences between male and female responses.
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Figure 4-4:
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Respondents (number and percentage) by age group

It is evident (Figure 4-4) that the majority of the workforce is above 35 years (75%) with 9% in the

25-30 age group and 16% in the 31-34 age group.
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Figure 4-5:  Respondents (number and percentage) by region

Figure 4-5 indicates the regional spread of respondents. Most of the respondents are based in

the Free State region, followed by Gauteng and Mpumalanga. These three regions account for
58% of the respondents, with North West and KwaZulu Natal contributing 25.8% of the

respondents. Two respondents from the respondent set (64) did not indicate his or her

region/province of work.
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4.3 DESCRIPTIVE DATA ANALYSIS

Descriptive data analysis was completed on all twelve theoretical dimensions to describe and
summarise the dataset (Bergin, 2018:77). All subsequently presented descriptive analysis bar
charts include the number of responses for each Likert scale, and the associated response

percentage that each scale represents.

4.3.1 Vision & Strategy

The vision and strategy dimension of the questionnaire comprised of six questions (Q7 — Q12)
assessing management’s balance between long term and short term goals, employee optimism
about management plans for the future, level of communication on the organisation’s strategy,
how inspired employees are about management’s vision, management’s belief in the future of the
organisation, and the alignment between people development and the business strategy.
Responses (including number and valid percentage) to each of these questions are presented

below from Figure 4-6 to Figure 4-11.

Q7 How well does management focus simultaneously on long term sustainability as well as short
term goals?

5 - Very well _ 6.3%
+ I ::.5%
3 A 1
2 10 15.9%

1 - Very poor 3 4.8%
Figure 4-6: Focus on long term sustainability as well as short term goals
79.3% of responses (Figure 4-6) indicated a positive balance by management between short term
goals and long term sustainability as opposed to 20.7% of respondents who felt otherwise. The

boxplot (Figure 4-12) indicates that most of the response data for Q7 is in the positive scoring

spectrum which supports a desirable organisational result for this aspect.
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Q8 How optimistic are you about management plans for the future?

5 - Very Optimistic [ G °-4%
o I ¢
T
2 9 | 14.1%

1 - Very Pessimistic 3 4.7%

Figure 4-7: Optimism about management plans for the future

Most responses (Figure 4-7) indicated a positive view of management plans for the future.
Approximately 81% of the responses were in the optimistic to very optimistic scale while 18.8%
of the respondents were not optimistic. The boxplot (Figure 4-12) indicates that most of the
response data for Q8 is in the positive scoring spectrum which supports a desirable organisational

result for this aspect.

Q9 How sufficient is communication on the organisation’s strategy?

5 - Highly sufficient ORI 15.5%
+ I :5.0%
3 I 517

2 17 27.0%

1 - Totally Insufficient 4q 6.3%

Figure 4-8: Communication on the organisation’s strategy

Figure 4-8 highlighted that 33.3% of the respondents feel that communication on the
organisation’s strategy is insufficient and 66.6% of the respondents feel that communication is
sufficient to highly sufficient. The boxplot (Figure 4-12) indicates that the response data for Q9 is
normally distributed across the scoring spectrum, which together with mean values support that

this aspect requires improvement by management.
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Q10 How inspired are you about top management’s vision for the future?

5 - Highly inspired _ 7.9%
+ | 2: %
3 [, 36.5%
2 16 | 25.4%

1 - Totally uninspired 1 1.6%

Figure 4-9: Inspired by the vision for the future

It is evident (Figure 4-9) that the majority (73%) of the respondents are inspired to highly inspired
while 27% of the respondents are not inspired by management’s vision for the future. The boxplot
(Figure 4-12) indicates that the response data for Q10 is normally distributed across the scoring

spectrum.

Q11 How strongly does your manager believe that there’s a future for your organisation?

5 - strongly believes [[NNNEGEGENENEEEEEEE 25-8%
+ I :
3 [NEN 21.0%
2 6 9.7%

1- Does not believe 1 1.6%

Figure 4-10: Management belief in the future for the organisation

Figure 4-10 indicates that 88.7% of the respondents feel that their management believes to
strongly believes about the future of the organisation, with 11% lacking belief in management’s
outlook on the organisation’s future. The boxplot (Figure 4-12) indicates that most of the response
data for Q11 are in the positive scoring spectrum which supports a desirable organisational result

for this aspect.
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Q12 How well are the people development strategies aligned with the organisation’s business

strategy?

5 - Very well aligned - 4.8%

3 I 23.8%
2 18 28.6%

1- Poorly aligned 14 22.2%

Figure 4-11: Alignment of people development and organisation business strategy

From Figure 4-11, 51% of the respondents believe that people development strategies are not
aligned with the organisation’s business strategy. This is more than half of the respondent set and
indicates a gap or shortcoming in this area. The boxplot (Figure 4-12) indicates that most of the
response data for Q12 is in the negative scoring spectrum which together with the mean values

support that this aspect requires improvement by management

A boxplot illustrating the spread of responses for all six questions is illustrated in Figure 4-12
below. For Q7, 8 and 11 most of the responses lie in the positive response scale range while for
Q9 and 10 there is an even spread of responses across the scale range. For Q12 the spread of

responses tends towards the negative response scale.

5 —
& Lower quartile
4 .

B Minimum

[<}]

2 Median

o 3 {4 /N N ™

% —— Maximum

[

(2 5 li x  Upper quartile

-
L

Average

Q7 Q8 Q9 Q10 Q11 Q12

Figure 4-12: Vision and strategy boxplot
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4.3.2 Leadership

The leadership dimension of the questionnaire comprised of seven questions (Q13 — Q19)
assessing employees’ belief in management, level of management influence to commit to change,
management’s display of organisational values, management’s acceptance of high performance
levels, management’s openness to new ideas, management’s passion regarding creating a fun
working environment, and their passion for the company’s brand. Responses (including number
and valid percentage) to each of these questions are presented below from Figure 4-13 to Figure
4-19.

Q13 How strongly do you believe that management will successfully lead the organisation into

the future?

5 - Believe very strongly _ 11.1%
3 [, 56.5%

2 8 | 12.7%
1- Do not believe at all 3‘ 4.8%
Figure 4-13: Belief in management leading the organisation into the future

From Figure 4-13 82.1% of the respondents feel fairly to very strongly that management will
successfully lead the organisation into the future with 17.5% not believing in management’s
capability. The boxplot (Figure 4-20) indicates that most of the response data for Q13 is in the

positive scoring spectrum which supports a desirable organisational result for this aspect.
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5 - High encouragement - 6.3%
« I, o7
3 N s0.2%

2 12 19.0%
1 - No encouragement 3 4.8%
Figure 4-14: Encouragement to commit to change

Figure 4-14 indicates that 76.2% of the respondents experience that management does
encourage to highly encourage commitment to change, with 23.8% feeling a lack of
encouragement. The boxplot (Figure 4-20) indicates that most of the response data for Q14 is in

the positive scoring spectrum which supports a desirable organisational result for this aspect.

Q15 How strongly does top management embrace the organisation’s values?

5 - Strongly embrace _17.2%
3 S 2o.7%

2 8 a7%

1 - Do not embrace at all

Figure 4-15: Management embracement of organisation’s values

Figure 4-15 indicates that 95.3% of respondents feel that management embraces the
organisations values indicating strong performance in this area by management. Less than 5%
(minor significance) of respondents feel otherwise. The boxplot (Figure 4-20) indicates that most
of the response data for Q14 is in the positive scoring spectrum which supports a desirable

organisational result for this aspect.
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Q16 To what extent does top management accept only the best performance?

27.0%

5 - Always

3 _33.3%

2 8 12.7%

1-Never 1 1.6%

Figure 4-16: Management’s performance expectations

Figure 4-16 indicates that 85.7% of the respondents (generally to strongly) experience

management’s acceptance for the best performance while 14.3% of respondents indicate that

management does accept sub-optimal levels of performance. The boxplot (Figure 4-20) indicates

that most of the response data for Q16 is in the positive scoring spectrum which supports a

desirable organisational result for this aspect.

Q17 How open is your immediate manager to new ideas?

5-Very open 32.8%

32.8%

3 [, 25.0%

2 5 7.8%

1-Notopenatall 1 1.6%

Figure 4-17: Management openness to new ideas

Figure 4-17 indicates that 90.6% of the respondents experience management as open to new

ideas indicative of strong management performance in this area. Less than 10% of the

respondents feel otherwise. The boxplot (Figure 4-20) indicates that most of the response data

for Q17 is in the positive scoring spectrum which supports a desirable organisational result for

this aspect.



Q18 How passionate is your immediate manager about creating a fun working environment?

5 - Very passionate 23.4%

23.4%

H

23.4%

2 12 18.8%
1 - Not passionate 6 9.5%
Figure 4-18: Management approach to creating a fun working environment

The experience of respondents to management creating a fun working environment indicates
(Figure 4-18) that 70.2% feel that management is passionate and supports a fun work
environment while 28.3% experience the opposite. The boxplot (Figure 4-20) indicates that the
response data is more evenly distributed for Q18 which supports that this aspect can be improved

on by management.

Q19 How passionate is your immediate manager about your company’s brand?

H

46.9%
3 A 6%
2 8 125%

1- Not passionate 1 1.6%

Figure 4-19: Management’s passion about the brand

Management’s passion for the company’s brand is clearly evident with 86% of respondents
indicating as such (Figure 4-19) which is a strong management performance in this area. The
boxplot (Figure 4-20) indicates that most of the response data for Q19 is in the positive scoring

spectrum which supports a desirable organisational result for this aspect.
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A boxplot illustrating the spread of responses for all seven questions is illustrated in Figure 4-20
below. Most of the responses for Q13 to 17 lie in the positive response scale range. Q18 has an
even spread of responses across the scale while the spread of responses for Q19 tends towards

the extreme positive response scale.

5 _
¢ Lower quartile

4] X L ®  Minimum
[«}]
2 Median
o 31 A A ]
% —— Maximum
()
(14 ) %  Upper quartile
Average
1 - —

Q13 Q14 Q15 Q16 Q17 Q18 Q19

Figure 4-20: Leadership boxplot

4.3.3 Core Capability
4.3.3.1 Organisation

The core capability of the organisation comprised of seven questions (Q20 — Q26) assessing
culture, diversity, communication, willingness of employees for extra effort, trust in management,
employee learning opportunities, and the benefit derived from a competitive environment.
Responses (including number and valid percentage) to each of these questions are presented

below from Figure 4-21 to Figure 4-27.

Q20 To what extent is the culture of your organisation described as trustworthy?

4 24 38.1%

1 - Not at all 5 7.9%

Figure 4-21: Trustworthiness as part of culture
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The experience of respondents to trustworthiness as part of the organisation’s culture indicates
(Figure 4-21) that 81% feel that trust is part of the culture while 19% feel the opposite. The boxplot
(Figure 4-28) indicates that most of the response data for Q20 is in the positive scoring spectrum
which supports a desirable organisational result for this aspect.

Q21 How important is respecting diversity in your organisation?

2 6 9.7%

1 - Not important at all

Figure 4-22: Importance of diversity

Figure 4-22 illustrates that the organisation values the importance of diversity with 90.3% of
responses falling in the fairly to very important categories. Less than 10% of the respondents felt
otherwise. The boxplot (Figure 4-20) indicates that most of the response data for Q21 is in the

positive scoring spectrum which supports a desirable organisational result for this aspect.

Q22 How sufficient is the communication of the organisation’s financial standing to all employees?

5 - Highly sufficient _ 12.7%
4 i 3a.0%
3 I 27.0%

2 10 15.9%

1 - Totally insufficient _ 9.5%

Figure 4-23: Communication on organisation’s financial standing

Figure 4-23 illustrates that 74.5% of respondents felt that communication on the financial position

of the organisation was sufficient to highly sufficient with 25.4% of the respondents feeling
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otherwise. This area requires attention from management with nearly a quarter of the respondents
experiencing communication as insufficient. The boxplot (Figure 4-20) indicates a substantial
spread of response data for Q22 is in the negative scoring spectrum which supports the need for

improvement in this aspect.

Q23 How willing are the people in this organisation to go the extra mile?

5 - Very willing _ 8.2%
3 I 27.0%

2 12 19.7%

1 - Not willing at all 6 9.8%

Figure 4-24: Willingness to put in extra effort

Figure 4-24 illustrates that the majority (70.5%) of respondents felt that employees of the
organisation would (generally to very willingly) go the extra mile with 29.5% of the respondents
feeling otherwise. The boxplot (Figure 4-28) indicates that the response data is more evenly
distributed for Q23 which supports that this aspect can be improved on by management.

Q24 How trustworthy is management in your organisation?

5 - Very trustworthy _ 15.9%

23.8%

B

3 I ——, s0.5%

2 12| 19.0%

1 - Not trustworthy - 4.8%

Figure 4-25: Trust in management

Figure 4-25 illustrates that 76.2% of employees believe that management is fairly to very

trustworthy with the remaining 23.8% of respondents experiencing otherwise. Building trust in
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management will require dedicated effort by the organisation going forward. The boxplot (Figure
4-28) indicates that most of the response data for Q24 is in the positive scoring spectrum which

supports a desirable organisational result for this aspect.
Q25 To what extent does your organisation ensure that employees are provided with learning

opportunities to do their job better?

4 33.9%

: I—— 530

2 13 21.0%

1-Never 1 1.6%
Figure 4-26: Extent of learning for employees

Figure 4-26 illustrates that the majority (77.5%) of respondents feel that there are (generally to
always) enough learning opportunities while 22.6% feel that there are insufficient learning
opportunities. The boxplot (Figure 4-28) indicates that most of the response data for Q25 is in the

positive scoring spectrum which supports a desirable organisational result for this aspect.

Q26 How beneficial is the competitive environment for the employees in your organisation?

5 - Very beneficial - 8.1%
3 o, as.8%

2 9 14.5%
1 - Not beneficial at all - 6.5%

Figure 4-27: Level of benefit from competition in the organisation



From Figure 4-27 it is evident that 79.1% of respondents feel that there are benefits from a
competitive environment in the organisation. Frequent communication highlighting the business
and individual benefits that result from a competitive work environment will reinforce a competitive
performance culture. The boxplot (Figure 4-28) indicates that most of the response data for Q26

is in the positive scoring spectrum which supports a desirable organisational result for this aspect.

A boxplot illustrating the spread of responses for all seven questions is illustrated in Figure 4-28
below. Based on the quartile values, Q20 to Q22 and Q24 to Q26 elicited largely positive

employee responses. Q23 had a more even spread of responses across the scale.

5 -
¢ Lower quartile

4 TK‘ B Minimum
[<}]
2 Median
o 3 ~N ~ ~ o
% —— Maximum
Q
(14 ) % Upper quartile

Average

Q20 Q21 Q22 Q23 Q24 Q25 Q26

Figure 4-28: Core capability - organisation boxplot

4.3.3.2 Group/Team

The group/team dimension of the questionnaire comprised of seven questions (Q27 — Q33)
assessing the core capability of the team with respect to new ways of working, understanding of
goals, sharing of ideas, extent of mutual respect and support, and job related communication.
Responses (including number and valid percentage) to each of these questions are presented

below from Figure 4-29 to Figure 4-35.
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Q27 How often does your team seek new ways of doing things?

2 7 11.1%

1-Never [N 6.5%

Figure 4-29: Innovative approach

From Figure 4-29 it is evident that most of the responses (82.5%) indicate that there is a (fairly to
always) tendency to seek out innovative work approaches. This indicates substantial
organisational benefit being derived by empowering employees to innovate more often in the
workplace. The boxplot (Figure 4-36) indicates that most of the response data for Q27 is in the

positive scoring spectrum which supports a desirable organisational result for this aspect.

Q28 How well does your team understand their goals?

5 - Very good understanding _ 20.6%
a 2 |34.9%
3 [N s0.2%
2 N o5%

1 - No understanding - 4.8%

Figure 4-30: Understanding of team goals

Figure 4-30 indicates that the more than 85.7% of employees have a fair to very good
understanding of their goals. The boxplot (Figure 4-36) indicates that most of the response data
for Q28 is in the positive scoring spectrum which supports a desirable organisational result for
this aspect, indicating a strong performance by the organisation in setting and communicating

goals.
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Q29 To what extent are your colleagues/peers free to share their suggestions with management?

2 10 16.1%

1- Not free at all - 3.2%

Figure 4-31: Openness with management

It is evident from Figure 4-31 that 80.6% of employees feel (generally to very) free to share their
suggestions with management. The boxplot (Figure 4-36) indicates that most of the response
data for Q31 is in the positive scoring spectrum which supports a desirable organisational result
for this aspect and indicates a positive environment in which employees are able to communicate

and share ideas openly with management.

Q30 To what extent do managers and employees respect each other’s different interests?

4 31.7%

20
3 — s0.2%

N

19.0%

1- No respect . 1.6%

Figure 4-32: Respect between employees and management

Figure 4-32 indicates that the majority of employees (79.4%) experience fair to high levels of
respect regarding individual’s interests. The boxplot (Figure 4-36) indicates that most of the
response data for Q30 is in the positive scoring spectrum which supports a desirable
organisational result for this aspect, although respect within the organisation should continue to
be fostered to address the 20.6% of employees that feel there is less respect of individual’s

interests.
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Q31 How well are employees kept up-to-date on matters that affect their jobs?

s5-verywell [ 5%

30.6%

w »

32.3%

2 11 17.7%

Figure 4-33: Effectiveness of job-related communication

Figure 4-33 illustrates that 69.4% employees feel that communication is (fairly to very) adequate

regarding job-related matters. 30.6% of employees feel that communication is lacking and this

area warrants management focus going forward. The boxplot (Figure 4-36) indicates that the

response data for Q31 is more evenly distributed across the scoring spectrum which supports

that this aspect required improvement.

Q32 To what extent do your team members support each other?

-}

43.5%

w

21.0%

2 7 | 11.3%

1 - No support - 4.8%

Figure 4-34: Extent of support

Figure 4-34 indicates that 83.9% of employees experience that team members’ exhibit fair to large

levels of support for each other. The boxplot (Figure 4-36) indicates that most of the response

data for Q32 is in the positive scoring spectrum which supports a desirable organisational result

for this aspect, where team spirit can be described as high and should continue to be an area that

is encouraged.
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Q33 To what extent do your team members respect each other?

4 24 38.1%

3 [N 15.9%
1- No respect - 3.2%

Figure 4-35: Extent of respect

Figure 4-35 illustrates that the vast majority of employees (87.3%) experience fair to high levels
of respect amongst each other. The boxplot (Figure 4-36) indicates that most of the response
data for Q35 is in the positive scoring spectrum which supports a desirable organisational result
for this aspect. High levels of team respect is important when considering team dynamics and the

manner in which teams need to deliver results.

A boxplot illustrating the spread of responses for all seven questions associated with the
group/team dimension is illustrated in Figure 4-36 below. Q27 to Q33 (except for Q31) elicited
largely positive employee responses based on average, median and lower quartile values.

Responses to Q31 displayed an even distribution across the response scale.

5 -
& Lower quartile
4 ‘>K‘ X \>K\ B Minimum
3 I
g 3 H Median
% —i— Maximum
()
(14 ) % Upper quartile
Average
1 -

Q27 Q28 Q29 Q30 Q31 Q32 Q33

Figure 4-36: Core capability — group/team boxplot
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4.3.3.3 Individual

The individual dimension of the questionnaire comprised of nine questions (Q34 — Q42) assessing
the core capability at an individual level with respect to empowerment, competence, resilience,
responsibility and accountability, initiative, working conditions, and work relationships. Responses
(including number and valid percentage) to each of these questions are presented below from
Figure 4-37 to Figure 4-45.

Q34 How empowered are you to take control of your own development within your organisation?

empowered
3 R 3a.9%

N

8 |12.7%
poweret R - 5>
empowered 7.9%

Figure 4-37: Employee empowerment for individual development

Figure 4-37 indicates that the majority of employees (79.3%) experience fair to high levels of
empowerment to take control of their own development. The boxplot (Figure 4-46) indicates that
most of the response data for Q34 is in the positive scoring spectrum which supports a desirable
organisational result for this aspect. Being empowered for their own development indicates that

there is healthy dialogue between the organisation and employees relating to development.

Q35 To what extent do you believe that you have the relevant competence to meet the challenges

of your job?

5 - Believe very strongly _4.9%
3 AN 6.3%
2 [ 6.3%

1- Do not believe atall  0,0%

Figure 4-38: Employee assessment of competence
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Figure 4-38 illustrates that 93.6% of employees believe that they are competent to meet their job
challenges indicating that the organisation has high levels of employee self-belief in their own
competence. The boxplot (Figure 4-46) indicates that most of the response data for Q35 is in the
positive scoring spectrum which supports a desirable organisational result for this aspect.

Q36 How well do you cope with your current workload?

5 - Coping very well _ 16.1%
4 24 38.7%
3 SN so.6%

1 - Not coping at all - 4.8%

Figure 4-39: Employee handling of workload

The results in Figure 4-39 indicate that 85.4% of employees are generally able to cope and handle
their individual workloads. Less than 15% of employees struggle to cope with their workload
indicating that certain employees may feel overworked. The boxplot (Figure 4-46) indicates that
most of the response data for Q36 is in the positive scoring spectrum which supports a desirable

organisational result for this aspect.

Q37 How satisfied are you with the amount of responsibility that you have been given in your job?

5 - Highly
satisfied

14.3%

3 NN 20.6%

2 4 |6.3%
1 - Not satisfied
wtan R 5 5%

Figure 4-40: Employee job responsibility
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The results in Figure 4-40 indicate that 84.1% of employees are satisfied to highly satisfied with
their responsibility levels. Just over 15% of employees are dissatisfied indicating that certain
employees feel that they require more job related responsibilities. The boxplot (Figure 4-46)
indicates that most of the response data for Q37 is in the positive scoring spectrum which supports
a desirable organisational result for this aspect.

Q38 To what extent do you use your initiative at work?

2 3 | a8%

1-Never 0.0%

Figure 4-41: Employee initiative at work

Figure 4-41 illustrates that 83.8% of employees feel that they strongly to always use their initiative
at work while 11.3% of employees feel that they sometimes use their initiative. The boxplot (Figure
4-46) indicates that most of the response data for Q38 is in the positive scoring spectrum which
supports a desirable organisational result for this aspect, indicating a proactive workforce willing

to take necessary action to ensure work delivery.

Q39 How accountable are you for the quality of your work?

4 23 | 36.5%

3 Bllsa%
2 0.0%

1- Not accountable  0.0%

Figure 4-42: Employee accountability for work quality
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It is evident from Figure 4-42 that almost all employees feel accountable for the quality of their
work. The boxplot (Figure 4-46) indicates that most of the response data for Q39 is in the positive
scoring spectrum which supports a desirable organisational result for this aspect, indicating that
the organisation allows employees full accountability regarding their work quality.

Q40 How sufficient are your physical working conditions (e.g. workspace, heat, light, noise etc.)?
5 - Highl .
suffic?en: _33'9/’

N

5 [8.1%

1. Totally

insufficient 0.0%

Figure 4-43: Employee working conditions

Considering the context of the Covid 19 pandemic and the need for employees to adapt to working
remotely, Figure 4-43 indicates that 92% of employees interpret their working condition as fairly
to highly sufficient. These responses are a positive indication that working conditions positively
supported employees during the pandemic for remote work. The boxplot (Figure 4-46) indicates
that most of the response data for Q40 is in the positive scoring spectrum which supports a

desirable organisational result for this aspect.

Q41 To what extent are you encouraged to come up with innovative solutions to work-related

issues?

2 3  4.38%

1-Never 0.0%

Figure 4-44. Employee innovative solutions
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It is evident from Figure 4-44 that the majority of employees (69.9%) feel very strongly that they
are encouraged to be innovative to address work challenges. Approximately 25% responded that
they sometimes apply innovation in the work place while less than 5% responded that they hardly
ever apply innovative practices. The boxplot (Figure 4-46) indicates that most of the response
data for Q41 is in the positive scoring spectrum which supports a desirable organisational result

for this aspect, and indicates a work environment where innovation and creativity is encouraged.

Q42 How positive are your work relationships?

4 25 39.7%
2 N s3%
1 - Negative - 3.2%

Figure 4-45: Employee work relationships

Figure 4-45 indicates that the majority of employees (90.5%) enjoy fair to positive work
relationships with 9.8% responding negatively. These responses indicate a positive work
environment in which teamwork can thrive. The boxplot (Figure 4-46) indicates that most of the
response data for Q42 is in the positive scoring spectrum which supports a desirable

organisational result for this aspect.

A boxplot illustrating the spread of responses for all nine questions is illustrated in Figure 4-46
below. Based on the average and median values, the responses for all nine questions lie in the

positive response scale range.
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Figure 4-46: Core capability — Individual boxplot

4.3.4 Reward System

The reward system dimension of the questionnaire comprised of five questions (Q43 — Q47)
assessing employees’ view on equitable benefits, remuneration, rewards, recognition and praise.
Responses (including number and valid percentage) to each of these questions are presented

below from Figure 4-47 to Figure 4-51.
Q43 To what extent do all employees at the same level receive equitable benefits in your
organisation?
5-All .
employees - 4.8%
3 [ 50.9%
2 23 | 36.5%
1-No
employees NN 7.5%

Figure 4-47: Equitable benefits

It is evident from the responses (Figure 4-47) that there is a perception by a substantial portion
of employees (44.4%) that the reward system at the same level is not equitable. 20.7% of
employees believe that benefits are equitable. The boxplot (Figure 4-52) indicates that most of

the response data for Q43 is in the negative scoring spectrum which supports this aspect as an
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improvement area. This perceived belief in inequitable rewards should not be left to perpetuate
and can be damaging to future teamwork and collaboration.

Q44 To what extent does your total remuneration package (e.g. salary, bonus or/and incentives)
match the responsibilities that you have?

5 - Matched very well [EIJj 3.2%

2 22 34.9%

1-Totally unmatched | 17 .5

Figure 4-48: Remuneration and responsibilities

Figure 4-48 indicates that a large portion of employees (52.4%) feel that there is a mismatch
between their remuneration and responsibilities. 47.8% of employees feel that remuneration
matches job responsibilities. The boxplot (Figure 4-52) indicates that most of the response data
for Q44 is in the negative scoring spectrum which supports this aspect as an improvement area.
The market competitiveness of remuneration packages need to be assessed for each employee

role category to ensure market parity.

Q45 How often are people, in your organisation, who perform well rewarded accordingly?

5-Aways [JBI 3.2%

4 8 | 12.7%

Figure 4-49: Rewards and performance



It is evident from Figure 4-49 that 52.3% of employees feel that performance and rewards are not
matched while 47.6% of employees feel that there is generally to always a match between
performance and rewards. The boxplot (Figure 4-52) indicates that most of the response data for
Q45 is in the negative scoring spectrum which supports this aspect as an improvement area.
These results could be related to the effectiveness of the performance management process
(specifically the alignment between performance goal achievement and rewards) and needs to

be assessed in this context.

Q46 How often have you, in the last six months, received recognition for work that you had done

well?

5 - consistently [ NNNEN 8-1%

4 1 17.7%

2 16 | 25.8%
Figure 4-50: Employee recognition
Figure 4-50 indicates that 56.4% of employees feel they did not receive recognition for work that
was done well. Considering that 17.7% of employees responded that sometimes recognition is
received these aggregate responses are significant. The boxplot (Figure 4-52) indicates that most

of the response data for Q46 is in the negative scoring spectrum which supports this aspect as

an improvement area that requires management action.

Q47 How often do you receive praise when you do a good job?
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23.8%

2 18 28.6%

Figure 4-51: Job praise

It is evident from Figure 4-51 that the responses for job praise are experienced differently amongst
employees. A proportion of employees (39.7%) experience job praise positively while a similar
proportion (36.5%) experience job praise hardly ever or never. 23.8% of employees sometimes
receive job praise. The boxplot (Figure 4-52) indicates that most of the response data for Q47 is

evenly spread across the scoring spectrum which supports this aspect as an improvement area.

A boxplot illustrating the spread of responses for all five questions is illustrated in Figure 4-52
below. Based on the quartile, average, and median values the responses for questions Q43-Q46

lie in the negative response scale range, except for Q47 which has a normal distribution.
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& Lower quartile
4
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1 - L

Q43 Q44 Q45 Q46 Q47

Response

Figure 4-52: Reward system boxplot

4.3.5 Performance Management

The performance management dimension of the questionnaire comprised of seven questions
(Q48 — Q54) assessing employees’ goal agreement, performance feedback, performance
reviews, career path discussions, and goal accountability. Responses (including number and valid

percentage) to each of these questions are presented below from Figure 4-53 to Figure 4-59.
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Q48 To what extent have your goals been agreed to with your manager?

5 - Full agreement _ 16.4%
4 3 24.6%
1- No agreement _ 14.8%

Figure 4-53: Agreement of employee goals

Figure 4-53 indicates that 26.3% of employees have little to no agreement on performance goals
which is of concern. 41% of employees feel that there is strong to full agreement while 32.8%
have some agreement in place. Agreement on performance goals is imperative to individual and
team performance. The boxplot (Figure 4-60) indicates that the response data for Q48 is evenly
spread across the scoring spectrum which supports this aspect as an improvement area.

Q49 To what extent does your direct manager give you honest positive and negative feedback

related to your performance?

2 8 |12.9%

1-Very seldom -6.5%

Figure 4-54: Performance feedback

Figure 4-54 indicates that most employees (80.6%) generally to very often receive honest
performance feedback while less than 20% of employees seldom receive honest feedback. The
boxplot (Figure 4-60) indicates that most of the response data for Q49 is in the positive scoring

spectrum which supports a desirable organisational result for this aspect.
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Q50 How well does your organisation conduct fair performance reviews?

2 12 | 19.7%

1-very poorly | -:

Figure 4-55: Performance reviews

From employee responses it is evident in Figure 4-55 that 41% of employees feel that
performance reviews are not conducted fairly, with 21.3% indicating that the performance review
process is very poor. The boxplot (Figure 4-60) indicates that most of the response data for Q50
is in the negative scoring spectrum which supports this aspect as an improvement area that
requires management action. Fair performance reviews are an integral part of the performance

management process to support delivery.

Q51 How often, in the last six months, has your career path in the organisation been discussed?

5 - Consistently . 3.2%
a6 | 9.7%
3 N 10.4%
1-not at i | .2

Figure 4-56: Employee career path discussions

Figure 4-56 clearly indicates that employee career path discussions are not taking place regularly
for most employees with line management. The boxplot (Figure 4-60) indicates that most of the
response data for Q51 is in the negative scoring spectrum which supports this aspect as an

improvement area that requires management action considering that career path discussions

64



provide an opportunity to motivate and cultivate talent while addressing the future needs of the

organisation.

Q52 To what extent do you believe that your performance is linked to a good performance rating?

o I
3 26.2%
2 18 | 29.5%
Cneteve I :: -
Figure 4-57: Employee performance assessment
Figure 4-57 indicates that 44.3% of employees feel that their performance is not linked to a good
performance rating while 55.7% of employees feel otherwise. The negative responses indicate
that employees experience misalignment between actual performance and the resulting

performance rating. The boxplot (Figure 4-60) indicates that more of the response data for Q52
is in the negative scoring spectrum which supports this aspect as an improvement area.

Q53 To what extent does your organisation keep you accountable for meeting your goals?

2 9 14.8%

1 - Not accountable . 1.6%

Figure 4-58: Employee performance accountability

It is evident from Figure 4-58 that the majority of employees (83.7%) feel fairly to highly
accountable for meeting their goals which is important for work performance and goal
achievement. The boxplot (Figure 4-60) indicates that most of the response data for Q53 is in the
positive scoring spectrum which supports this aspect as a positive organisational result.
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Q54 How sufficient is the feedback you receive regarding your work performance?

5 - Highly sufficient _ 9.8%

4 10 16.4%

39.3%

w

1 - Totally insufficient _ 14.8%

Figure 4-59: Employee performance feedback

Figure 4-59 illustrates that 65.5% of employees experience feedback as fairly to highly sufficient
regarding work performance with just over a third of employees experiencing otherwise. The
boxplot (Figure 4-60) indicates that more of the response data for Q54 are in the negative scoring
spectrum which supports this aspect as an improvement area that requires management action.
Providing meaningful performance feedback helps identify areas of strengths which can be

reinforced, and development areas to be addressed to improve performance.

A boxplot illustrating the spread of responses for all seven questions is illustrated in Figure 4-60
below. Based on the average and median values, Q48, Q52 and Q54 indicate an even response
distribution between the positive and negative scale. Q49 and Q53 indicate more positive

responses, while responses to Q50 and Q51 lie in the negative response scale range.
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Figure 4-60: Performance management boxplot
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4.3.6 Policies & Procedures

The policies and procedures dimension of the questionnaire comprised of six questions (Q55 —
Q60) assessing the company’s policies and procedures from a communication, application, and
understanding perspective. Responses (including number and valid percentage) to each of these
questions are presented below from Figure 4-61 to Figure 4-66.

Q55 To what extent are the company policies and procedures clearly communicated to our team?

SrEerel I 2s s
clear

F=Y

34.9%

3 I 2s.0%

2 5 |7.9%

1- Notclear at

all 0.0%

Figure 4-61: Company policies and procedures

It is evident from Figure 4-61 that the majority of employees (92.1%) feel that company policies
and procedures are fairly to very clearly communicated, which is indicative of strong dissemination
of policy and procedure information across teams. The boxplot (Figure 4-67) indicates that most
of the response data for Q55 is in the positive scoring spectrum which supports a desirable

organisational result for this aspect.

Q56 To what extent are the staff procurement procedures applied fairly in your organisation?

5 - Applied very well - 6.6%
+ I, 77
3 e s1.1%

2 12 19.7%

1 - Poorly applied - 4.9%

Figure 4-62: Company staff procurement procedures
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Figure 4-62 illustrates that 75.4% of employees felt that the application of staff procurement
procedures were applied adequately or higher while 24.6% of respondents indicated that
procurement procedures were not applied well. The boxplot (Figure 4-67) indicates that more of
the response data for Q56 is in the positive scoring spectrum which supports a desirable
organisational result for this aspect.

Q57 How well do you understand the company’s ethics policy?

4 22 | 34.9%

1-Don’t understand atall  0.0%
Figure 4-63: Company ethics policy

It is clearly evident from the responses in Figure 4-63 that the majority of employees (93.6%) have
an adequate to good understanding of the company’s ethics policies. This is extremely relevant
in a sales team where high levels of customer interaction occur and the importance of ethical
behaviour and conduct is paramount. The boxplot (Figure 4-67) indicates that most of the
response data for Q57 is in the positive scoring spectrum which supports a desirable

organisational result for this aspect.

Q58 How committed is your organisation with a clear policy and commitment towards dealing with
HIV/Aids in the workplace?

committed
3 N 2 6%

2 7 |113%
coln;n':li::-ed - 4.8%
Figure 4-64: Company HIV/Aids policy
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Figure 4-64 indicates that the majority (83.9%) of respondents feel that the organisation is
committed to dealing with HIV/Aids in the workplace with a clear documented policy which is
indicative of an organisation concerned about employee wellbeing. The boxplot (Figure 4-67)
indicates that most of the response data for Q58 is in the positive scoring spectrum which supports
a desirable organisational result for this aspect.

Q59 How well do you understand the link between Employment Equity plans and business

success?

30.6%

I

3 [ 255

2 1077 16.1%

1-very poor [N 4.5

Figure 4-65: Employment equity plans and business results

79% of respondents indicated a good understanding of the link between employment equity and
business success, while 20.9% of respondents indicated a poor understanding thereof. The
boxplot (Figure 4-67) indicates that most of the response data for Q59 is in the positive scoring
spectrum which supports a desirable organisational result for this aspect. However, there is room
for further education within the organisation regarding the organisational benefits of effective

employment equity plans.

Q60 To what extent are the disciplinary procedures applied fairly to all employees?

5 - Applied very well _ 11.1%

4 18 28.6%

1 - Poorly applied 9.5%

Figure 4-66: Disciplinary procedures
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Figure 4-66 illustrates that a large proportion of respondents (81%) felt positive on the fair
application of disciplinary procedures. 39.7% of these respondents felt disciplinary procedures
were applied very positively and 19% felt negative in the application thereof. The boxplot (Figure
4-67) indicates that most of the response data for Q60 is in the positive scoring spectrum which

supports a desirable organisational result for this aspect.

A boxplot illustrating the spread of responses for all six questions is illustrated in Figure 4-67
below. Based on quartile, average and median values the spread of responses for all questions

were in the positive spectrum of the response scale.
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Figure 4-67: Policies and procedures boxplot

4.3.7 Stakeholder Satisfaction
4.3.7.1 Customer

The customer (as a stakeholder) dimension of the questionnaire comprised of five questions (Q61
— Q65) assessing the company’s approach to customer feedback, level of involvement of
customers in decision making processes, product and service fit to customer requirements, and
the company’s power position towards its’ customers. Responses (including number and valid

percentage) to each of these questions are presented below from Figure 4-68 to Figure 4-72.

Q61 How accurate is the feedback from customers to your organisation?

70



accurate

2 2 [3.2%
1 - Totally
inaccurate 0.0%
Figure 4-68: Customer feedback accuracy

Figure 4-68 indicates that the majority (96.7%) of respondents feel that (fairly to very) accurate
feedback is received from customers. The boxplot (Figure 4-73) indicates that most of the
response data for Q61 is in the positive scoring spectrum which supports a desirable
organisational result for this aspect. This indicates strong alignment between the respondents’
perception of the organisations’ service and products and the customer’s actual experience

thereof.

Q62 How much value does your organisation place on customer feedback?

31.1%

5 - High value

32.8%

IS

3 ST 2a.6%

2 6 9.8%

1 - No value . 1.6%

Figure 4-69: Customer feedback value

It is evident from the responses in Figure 4-69 that the majority (63.9%) of respondents believe
very strongly that the organisation takes customer feedback very seriously with a further 24.6%
of employees believing that average value is placed on customer feedback. The boxplot (Figure
4-73) indicates that most of the response data for Q62 is in the positive scoring spectrum which
supports a desirable organisational result for this aspect. Customer feedback is essential for
ongoing business improvement and organisational performance. 11.4% of respondents feel that
little to no value is derived from customer feedback.
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Q63 To what extent does your organisation consider the customers’ needs and expectations

when making decisions?

5 - Always considered _ 29.0%
4 20 32.3%

1 - Not considered . 1.6%

Figure 4-70: Customer needs

Figure 4-70 indicates that 87.1% of respondents feel that customer needs and expectations do
feature indicating that the organisation considers customer needs and expectations during its
decision making processes. The boxplot (Figure 4-73) indicates that most of the response data
for Q63 is in the positive scoring spectrum which supports a desirable organisational result for

this aspect.

Q64 To what extent does your organisation ensure that its products and services meet the

requirements of the customer?

»

44.3%

3 R :s.0%
2 6 |9.8%

1-Seldom  0.0%

Figure 4-71: Customer requirements

Figure 4-71 indicates a similar positive response set (as in the preceding question) regarding
product and services fit to customer requirements, with 90.2% of respondents responding
positively. The boxplot (Figure 4-73) indicates that most of the response data for Q64 is in the

positive scoring spectrum which supports a desirable organisational result for this aspect.
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Q65 To what extent has your organisation refrained from abusing its power/position towards its

customers?

5 - Totally refrained _ 35.5%
+ I, - 5
2 3 4.8%

1-Has not refrained  0.0%

Figure 4-72: Organisation power/position over customers

Figure 4-72 indicates that the majority of respondents (95.2%) feel that the organisation has
refrained from abusing power and/or position with respect to its customers. The boxplot (Figure
4-73) indicates that most of the response data for Q65 is in the positive scoring spectrum which
supports a desirable organisational result for this aspect. These results are consistent with the
responses from the previous questions indicating that the organisation displays strong customer

focus and sensitivity towards customer needs within the context of a respectful partnership.

The boxplot in Figure 4-73 supports the positive responses set for all five questions relating to

customer satisfaction, and the importance of customers as a stakeholder in the organisation.
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& Lower quartile
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by —=— Maximum
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1
Q61 Q62 Q63 Q64 Q65
Figure 4-73: Customer stakeholder satisfaction boxplot
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4.3.7.2 Supplier

The supplier (as a stakeholder) dimension of the questionnaire comprised of four questions (Q66
— Q69) assessing the company’s approach to supplier feedback, level of involvement in decision
making processes, and the company’s power position towards its suppliers. Responses (including
number and valid percentage) to each of these questions are presented below from Figure 4-74
to Figure 4-77.

Q66 To what extent does your organisation allow its suppliers to participate in business

decisions?

s-aways BN 82%

4 8 13.1%

47.5%

w

Figure 4-74: Supplier impact on business decisions

It is evident from the responses (Figure 4-74) that the majority (68.8%) of respondents indicated
that suppliers are somewhat involved in business decisions. However, the majority (47.5%) of
these responses indicated that suppliers are sometimes involved. Eliciting sufficient supplier input
is important in ensuring key inputs are considered that can impact the business. The boxplot
(Figure 4-78) indicates that most of the response data for Q66 is in the negative scoring spectrum

which supports that this aspect requires improvement and management intervention.

Q67 To what extent has your organisation refrained from abusing its power towards its suppliers?

5 - Totally
refrained

18.0%

3 s 1.0%

2 5 |8.2%

1- Has not
refrained - 3.3%

Figure 4-75: Organisation power/position towards suppliers
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Figure 4-75 indicates that the majority (88.5%) of respondents believe that the organisation has
not abused its power and/or position when interacting with suppliers. The boxplot (Figure 4-78)
indicates that most of the response data for Q67 is in the positive scoring spectrum which supports
a desirable organisational result for this aspect. This is important since maintaining healthy
supplier relationships are key to long term business viability for both parties.

Q68 How much value does your organisation place on supplier feedback?

H

24.6%

w

31.1%

2 9| 14.8%

1- No value - 4.9%

Figure 4-76: Importance of supplier feedback

Figure 4-76 indicates that 19.7% of respondents feel that supplier feedback is not valued, 31.1%
of respondents experience that average value is placed on supplier feedback while 49.2% feel
that supplier feedback is taken seriously. The boxplot (Figure 4-78) indicates that most of the
response data for Q68 is in the positive scoring spectrum which supports a desirable

organisational result for this aspect.

Q69 How much emphasis does your company place on its suppliers being important partners in

their business?

4 16 25.8%

w

40.3%

1 - No emphasis . 1.6%

Figure 4-77: Importance of suppliers as partners
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The majority of responses (88.7%) in Figure 4-77 indicate that average to high emphasis is placed
on suppliers being important stakeholders in the business which is an important acknowledgment
by the organisation from a stakeholder input and management perspective. The boxplot (Figure
4-78) indicates that most of the response data for Q69 is in the positive scoring spectrum which

supports a desirable organisational result for this aspect.

The boxplot in Figure 4-78 indicates in general positive respondent feedback for the role of
suppliers as a stakeholder. However, Q66 is more skewed towards the negative scale based on

the upper and lower quartile of the response set.
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Figure 4-78: Supplier stakeholder satisfaction boxplot

4.3.7.3 Community

The community (as a stakeholder) dimension of the questionnaire comprised of three questions
(Q70—Q72) assessing the company’s approach to the community in terms of development, social
responsibility, and community upliftfment. Responses (including number and valid percentage) to

each of these questions are presented below from Figure 4-79 to Figure 4-81.

Q70 How significant is your company’s contribution to the development of the community?

o 0
significant
4 26 42.6%

2 10| 16.4%

1- Not . o
significant 1.6%

Figure 4-79: Community development
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Figure 4-79 indicates that most respondents (81.9%) feel that the company contributes (fairly to
extremely) significantly to the community in which it operates. Community development and
relations are a key part of ensuring business sustainability. The boxplot (Figure 4-82) indicates
that most of the response data for Q70 is in the positive scoring spectrum which supports a

desirable organisational result for this aspect.

Q71 To what extent does your organisation act in a socially responsible way/manner?

50.8%

S

s N 15.0%

2 1] 16%

1- Notevident  0.0%
Figure 4-80: Social responsibility

It is evident from Figure 4-80 that the majority of employees (98.3%) feel that the organisation
operates in a socially responsible manner which is important considering that the company brand
and reputation can be jeopardised if corporate social responsibility is neglected. The boxplot
(Figure 4-82) indicates that most of the response data for Q71 is in the positive scoring spectrum

which supports a desirable organisational result for this aspect.

Q72 To what extent does your organisation encourage employees to become involved in

community upliftment?

5 - High encouragement _ 9.7%
4 22 35.5%
1 - No encouragement - 6.5%

Figure 4-81: Community upliftment
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Figure 4-81 indicates that 45.2% of respondents feel more encouraged, 35.5% feel a lack of
encouragement and 19.4% experience average encouragement. Employees are often brand
ambassadors and the organisation should evaluate leveraging this opportunity to further enhance
its community development status. The boxplot (Figure 4-82) indicates that the response data for
Q72 is evenly distributed across the scoring spectrum which supports that this aspect can be

improved.

The boxplot in Figure 4-82 for Q70 and Q71 supports the findings that the organisation contributes
positively to the communities in which it operates while operating in a socially responsible manner.
The spread of responses for Q73 indicates that the organisation can do more to encourage

employees to become more involved in community upliftment projects.
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Figure 4-82: Community satisfaction boxplot

4.3.7.4 People

People (as a stakeholder) dimension of the questionnaire comprised of eleven questions (Q73 —
Q83) assessing the company’s approach to its employees in terms of work life balance, job
satisfaction, employer relationships, supplier management, work environment, care for
employees, and the attractiveness of the organisation as an employer. Responses (including
number and valid percentage) to each of these questions are presented below from Figure 4-83
to Figure 4-93.
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Q73 To what extent does your organisation encourage a healthy balance between work and life

issues?

5 - High

encouragemen _ 6.3%

t

2 1) 17.5%

1-No

t

Figure 4-83: Work life balance

Figure 4-83 indicates that 69.7% of employees enjoy (average to high) encouragement for work-
life balance while a significant proportion (30.2%) are not experiencing any encouragement. It is
important that this area is assessed further within the context of employee burn-out. The boxplot
(Figure 4-94) indicates that the response data for Q73 is evenly distributed across the scoring

spectrum which supports that this aspect can be improved.

Q74 How satisfied are you that your job gives you the opportunity to do what you are best at
doing?
5 - Extremely satisfied [N 1%
2 9 14.3%
nsatsies N 2.3%
Figure 4-84: Job employee fit

From Figure 4-84 it is evident that a significant portion of the respondents (81%) enjoy a good fit
between their job and personal skills, while 19% experience a lack of fit. Taking practical

organisational constraints into consideration, this represents a good overall profile for the



organisation. The boxplot (Figure 4-94) indicates that most of the response data for Q74 is in the
positive scoring spectrum which supports a desirable organisational result for this aspect.

Q75 How interesting is your work?

4 25 39.7%
s S 5%
2 [ 2s%

1 - Not interesting - 3.2%

Figure 4-85: Job interest

Figure 4-85 indicates that the majority of respondents (92.1%) find their work fairly interesting to
very interesting. The boxplot (Figure 4-94) indicates that most of the response data for Q75 is in
the positive scoring spectrum which supports a desirable organisational result for this aspect.

High levels of work interest indicate that employees are highly engaged in their jobs.

Q76 To what extent has your company established a good relationship with employees?

5 - Very good _ 8.1%
3 I a52%

2 10 |161%

1- Very poor - 4.8%

Figure 4-86: Organisation employee relationships

It is evident from Figure 4-85 that the majority (79.1%) of respondents experience fairly average
to very good organisation employee relations while 20.9% of employees feel otherwise. The
boxplot (Figure 4-94) indicates that most of the response data for Q76 is in the positive scoring

spectrum which supports a desirable organisational result for this aspect.
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Q77 How strongly do your believe that your job contributes to the success of the business?

5 - strongly believe |GGG 61.9%
4 I 7 .0%
3 [ o.5%
2 0.0%

1 - Do not believe I 1.6%
Figure 4-87: Job relation to business success

Figure 4-87 indicates that 98.4% of respondents believe that their job has a direct contribution to
the success of the business indicating a strong understanding of the relation between employee
output and business results. The boxplot (Figure 4-94) indicates that most of the response data
for Q77 is in the positive scoring spectrum which supports a desirable organisational result for

this aspect.

Q78 To what extent are black suppliers promoted within your organisation’s commercial policy?

4 32.3%

20

1 - Not promoted - 3.2%

Figure 4-88: Commercial policy

It is evident from Figure 4-88 that there is general to strong promotion of black suppliers
commercially in the organisation with 82.3% of employees responding as such. The boxplot
(Figure 4-94) indicates that most of the response data for Q78 is in the positive scoring spectrum
which supports a desirable organisational result for this aspect. Continued support to local

suppliers within the framework and regulations of the country is imperative for business viability.
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Q79 To what extent has your organisation’s Black Economic Empowerment (BEE) policy been

communicated to all staff?

5 - Consistently
communicated

4 e 2.6

30.2%

3 [ 22 2%

2 9 |143%
1- Not
communicated -4-8%
Figure 4-89: BEE policy communication

Figure 4-89 indicates that most respondents (81%) experience some to consistent levels of
communication on the organisation’s BEE policy. The boxplot (Figure 4-94) indicates that most of
the response data for Q79 is in the positive scoring spectrum which supports a desirable

organisational result for this aspect.

Q80 To what extent is your workplace a fun place to work?

5 - Extremely fun  [[EN 7.9%
4 I, 6%
3 TN 38.1%

2 8 12.7%

1-Notfun | 1>.7%

Figure 4-90: Workplace environment

Figure 4-90 indicates that most respondents (74.6%) experience the environment as sometimes
fun to extremely fun in which to work. 25.4% of respondents experience the environment
otherwise. The boxplot (Figure 4-94) indicates that the response data for Q80 is evenly distributed

across the scoring spectrum which supports that this aspect can be improved.
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Q81 To what extent does your organisation look after its people?

5 - Very well _ 9.7%

4 il 17.7%

3 e 9%
1- Very poorly - 6.5%

Figure 4-91: Value of people in the organisation

It is evident from Figure 4-91 that the response range follows a normal distribution. 41.9%
responded in the average scale indicating that these employees feel that the organisation is doing
more or less what its peers are doing in terms of looking after its people. This area could be
further assessed to improve organisational performance. The boxplot (Figure 4-94) indicates that
the response data for Q81 is evenly distributed across the scoring spectrum which supports that

this aspect can be improved.

Q82 How proactive is your organisation in the advancement of previously disadvantaged

individuals/people?

5 - Highly
proactive

19.7%

23.0%

F-Y

3 S 51.1%

2 13 |21.3%
1- Not
proactive -4'9%
Figure 4-92: People development (employment equity)

Figure 4-92 indicates that most respondents (73.8%) experience behaviour as fairly to highly
proactive by the organisation to advance previously disadvantages individuals while 26.2% of



respondents feel otherwise. The boxplot (Figure 4-94) indicates that the response data for Q82 is

evenly distributed across the scoring spectrum which supports that this aspect can be improved.

Q83 How easily would you encourage your friends to join your organisation?

5 -Very casity NN 16.1%

4 I, 25.0%

3 T 33.9%

2

1 - Not easily - 4.8%

Figure 4-93:

10 16.1%

Attractiveness of organisation as an employer

Figure 4-93 indicates that most respondents (79%) would easily to very easily encourage others

to join the organisation. The boxplot (Figure 4-94) indicates that most of the response data for

Q74 is in the positive scoring spectrum which supports a desirable organisational result for this

aspect. These results indicate that most of the respondents would recommend the organisation

as a place to work.

The boxplot in Figure 4-94 summarises the spread of responses for Q73 to Q83. Responses for
Q73, Q80, Q81 and Q82 exhibit a normal distribution. The remaining questions all exhibit

responses higher in the response scale indicating strong positive feedback for those dimensions.
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Figure 4-94.

People satisfaction boxplot
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4.4 COMPARATIVE DATA ANALYSIS

Comparative data analysis was completed to compare and determine the consistency of two or
more datasets with one another (Saunders et al., 2016:537). This included an independent
samples test for any statistical significance between gender responses, Spearman’s rank-order
correlation to assess the strength and direction of relationships between the twelve dimensions,
and one-way ANOVA for assessing the significance of the responses from the differing sales

position role categories with the twelve dimensions associated with a high performance culture.

Group gender responses were analysed with Table 4-1 below indicating the mean and standard
deviation per dimension per gender category, while Table 4-2 provides the results of the
associated independent samples test. It is evident from Table 4-2 that the p values for each
independent dimension is greater than the chosen significance level a = 0.05 (5%) indicating that
the null hypothesis can be accepted and that the mean responses from males and females in the
group are not significantly different. Therefore, the research results are not significant in terms of
male and female responses despite the relatively large difference in the number of responses

between genders.

Table 4-1: Group (gender) statistics

N Mean Std. Deviation
Vision_Strategy FEMALE 5 2.73 0.55
MALE 58 3.26 0.76
Leadership FEMALE 5 3.60 0.75
MALE 58 3.63 0.72
Capability_organization FEMALE 5 3.23 0.51
MALE 57 3.36 0.78
Capability_group FEMALE 5 3.80 0.96
MALE 57 3.48 0.76
Capability_individual_general FEMALE 5 3.80 0.73
MALE 57 4.06 0.49
Reward_system FEMALE 5 2.32 0.48
MALE 57 274 0.83
Performance_management FEMALE 5 2.54 0.64
MALE 57 3.04 0.93
Policies_Procedures FEMALE 5 3.17 0.61
MALE 57 3.70 0.71
Satisfaction_customer FEMALE 4 3.70 0.35
MALE 57 3.86 0.66
Satisfaction_supplier FEMALE 4 2.94 0.24
MALE 57 3.39 0.89
Satisfaction_community FEMALE 5 3.40 0.89
MALE 56 3.64 0.78
Satisfaction_people_general FEMALE 5 3.35 0.60
MALE 57 3.50 0.77
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Table 4-2: Independent samples test (for gender)

Levene's Test for

Equality of Variances t-test for Equality of Means

95% Confidence Interval of

Sig. (- Mean Std. Error the Difference
F Sig. t df tailed)  Difference Difference Lower Upper

Vision_Strategy Equal variances 1.355 0.25 -1.51 61 0.137 -0.52586 0.34928 -1.22429 0.17256
assumed
Equal variances -1.99 5.434 0.099 -0.52586 0.26457 -1.18996 0.13824
not assumed

Leadership Equal variances 0.043 0.84 -0.10 61 0.922 -0.03300 0.33775 -0.70837 0.64236
assumed
Equal variances -0.09 4.660 0.929 -0.03300 0.34938 -0.95116 0.88515
not assumed

Capability_organization Equal variances 0.749 0.39 -0.37 60 0.716 -0.13024 0.35673 -0.84381 0.58332
assumed
Equal variances -0.52 5.783 0.623 -0.13024 0.25082 -0.74961 0.48913
not assumed

Capability_group Equal variances 0.095 0.76 0.87 60 0.386 0.31629 0.36238 -0.40858 1.04116
assumed
Equal variances 0.72 4.458 0.508 0.31629 0.43938 -0.85578 1.48837
not assumed

Capability_individual_gener Equal variances 0.525 0.47 -1.10 60 0.278 -0.26015 0.23745 -0.73512 0.21482

al assumed
Equal variances -0.78 4.319 0.477 -0.26015 0.33399 -1.16108 0.64078
not assumed

Reward_system Equal variances 2.023 0.16 -1.10 60 0.277 -0.41684 0.37959 -1.17614 0.34245
assumed
Equal variances -1.72 6.340 0.133 -0.41684 0.24199 -1.00136 0.16767
not assumed

Performance_management Equal variances 0.695 0.41 -1.17 60 0.245 -0.50079 0.42635 -1.35362 0.35203
assumed
Equal variances -1.60 5.596 0.164 -0.50079 0.31247 -1.27896 0.27738
not assumed

Policies_Procedures Equal variances 0.505 0.48 -1.63 60 0.109 -0.53275 0.32705 -1.18695 0.12145
assumed
Equal variances -1.84 4.986 0.125 -0.53275 0.28943 -1.27741 0.21191
not assumed

Satisfaction_customer Equal variances 1.084 0.30 -0.48 59 0.633 -0.16082 0.33467 -0.83050 0.50886
assumed
Equal variances -0.83 4.703 0.447 -0.16082 0.19397 -0.66908 0.34744
not assumed

Satisfaction_supplier Equal variances 3.350 0.07 -1.02 59 0.311 -0.45724 0.44759 -1.35286 0.43839
assumed
Equal variances -2.73 11.009  0.020 -0.45724 0.16766 -0.82622 -0.08826
not assumed

Satisfaction_community Equal variances 0.290 0.59 -0.65 59 0.516 -0.23988 0.36666 -0.97358 0.49381
assumed
Equal variances -0.58 4.556 0.589 -0.23988 0.41326 -1.33412 0.85436
not assumed

Satisfaction_people_gener Equal variances 0.332 0.57 -0.42 60 0.677 -0.14896 0.35531 -0.85968 0.56177

al assumed
Equal variances -0.52 5.259 0.623 -0.14896 0.28531 -0.87164 0.57373

not assumed
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A Spearman’s rank-order correlation was completed to determine the strength and direction of
any relationships between the twelve dimensions assessed. The results are presented in Table
4-3 below. In the absence of a universally accepted definition in the literature regarding the
interpretation of Spearman’s correlation coefficients, the following ranges were used as a guide
to interpret the strength of the correlation: 0.00 - 0.19 “very weak”, 0.20 — 0.39 “weak”, 0.40 — 0.59

“moderate”, 0.60 — 0.79 “strong”, and 0.80 — 1.0 “very strong”. In summary:-

1. Vision and strategy had a moderate to strong positive correlation with all other eleven
dimensions that were statically significant (p < 0.01).

2. Leadership had a moderate to strong positive correlation with nine dimensions that were
statically significant (p < 0.01), with a weak correlation to customer and supplier
stakeholder satisfaction that were statistically significant (p < 0.01).

3. The core capability at the organisation level had a moderate to strong positive correlation
with the other eleven dimensions that were statically significant (p < 0.01).

4. The core capability at the group/team level had a moderate to strong positive correlation
with seven dimensions that were statically significant (p < 0.01), with a weak correlation
to the four dimensions of policies and procedures, customer, supplier and community
stakeholder satisfaction that were statistically significant (p < 0.05).

5. The core capability at the individual level had a moderate to strong positive correlation
with eight dimensions that were statically significant (p < 0.01), with a weak correlation to
the three dimensions of customer, supplier and community stakeholder satisfaction that
were statistically significant (p < 0.01).

6. Reward systems had a moderate to strong positive correlation with seven dimensions that
were statically significant (p < 0.01), a weak correlation to the three dimensions of policies
and procedures, customer and community stakeholder satisfaction, and a very weak
correlation to supplier stakeholder satisfaction that were statistically significant (p < 0.01).

7. Performance management had a moderate to strong positive correlation with eight
dimensions that were statically significant (p < 0.01), with a weak correlation to the three
dimensions of policies and procedures, customer and supplier stakeholder satisfaction
that were statistically significant (p < 0.01).

8. Policies and procedures were strongly correlated to vision and strategy (statistically
significant with p < 0.01), weakly correlated to core capability at the group/team level,
reward system, and performance management (statistically significant with p < 0.01), and
moderately correlated to the remaining dimensions (statistically significant with p < 0.01).

9. Customer stakeholder satisfaction was weakly correlated with leadership, core capability

of the organisation at the group level, reward systems, performance management, and
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people stakeholder satisfaction (statistically significant with p < 0.01) with moderate
correlation with the remaining dimensions.

10. Supplier stakeholder satisfaction had similar results to customer stakeholder satisfaction
but correlated very weakly with reward systems.

11. Community stakeholder satisfaction was weakly correlated with reward systems, core
capability at the group/team and individual level, and people stakeholder satisfaction
(statistically significant with p < 0.01) and moderately correlated with the remaining
dimensions.

12. People stakeholder satisfaction was weakly correlated with customer, supplier and
community stakeholder satisfaction (statistically significant with p < 0.01 and p < 0.05),
and moderately to strongly correlated with the remaining dimensions (statistically

significant with p < 0.01).

In summary, Spearman’s statistical analysis testing for the strength and direction of relationships
between the twelve dimensions indicated that vision and strategy, and core capability at the
organisation level were moderately to strongly positively related (or correlated) to each of the
other eleven dimensions (refer to Table 4-3 below). Therefore, there is a significant positive
relationship between each of these dimensions with each of the other eleven dimensions.

It was also found that leadership was moderately to strongly positively related (or correlated) to
nine other dimensions indicating a significant positive relationship between leadership with each
of these nine dimensions (refer to Table 4-3 below for the applicable dimensions).

Further research (which is beyond the scope of this research study) is required to understand the

reasons for the effect of each of these dimensions on the others.
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Table 4-3

Nonparametric correlations

Please
indicate  Please
your sales indicate
work our age . .
Di experience ygroupg Vision_St Capability_or Capability_g Ca‘pabllltyJ Reward_ Performance_m Policies_Proce 1C s Satisfaction_ Satisfaction_
imension Leadership s ndividual_g N people_gener
(years). Please rategy ganization roup system anagement dures ustomer upplier communif
Please  mark the eneral a
mark the  applicable
applicable box
box
Vision_Strategy ~ Correlation  0.15 260" 1.000 743" 726" 481" 5647 458" 605" 619" 481" 507" 535" 599"

Coefficient

Sig. (2- 0.30 0.04 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000

tailed)

N 51.00 63.00 64 64 63 63 63 63 63 63 62 62 62 63
Leadership Correlation ~ 0.05 0.08 7437 1.000 679" 685" 607" 587" 659" 458" 3617 349" 434" 630"

Coefficient

Sig. (2- 0.71 0.53 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.004 0.005 0.000 0.000

tailed)

N 51.00 63.00 64 64 63 63 63 63 63 63 62 62 62 63
Capability_organiz Correlation -0.02 0.12 726" 679" 1.000 604" 470" 601" 562" 528" 464" 47" 454" 671"
ation Coefficient

Sig. (2- 0.88 0.37 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.001 0.000 0.000

tailed)

N 50.00 62.00 63 63 63 63 63 63 63 63 62 62 62 63
Capability_group ~ Correlation -0.06 0.00 481 685 604 1.000 599" 4517 462" 390" 280" .228* 288" 595"

Coefficient

Sig. (2- 0.67 0.98 0.000 0.000 0.000 0.000 0.000 0.000 0.002 0.028 0.075 0.023 0.000

tailed)

N 50.00 62.00 63 63 63 63 63 63 63 63 62 62 62 63
Capability_individu Correlation 0.16 0.19 564" 607" 4707 599” 1.000 464" 569" 428" 346" 292" 367" 683"
al_general Coefficient

Sig. (2- 0.28 0.13 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.006 0.021 0.003 0.000

tailed)

N 50.00 62.00 63 63 63 63 63 63 63 63 62 62 62 63
Reward_system Correlation 0.10 0.12 458" 587" 601" 4517 464" 1.000 655 393" 0.205 0.149 336" 676"

Coefficient

Sig. (2- 0.48 0.37 0.000 0.000 0.000 0.000 0.000 0.000 0.001 0.111 0.249 0.007 0.000

tailed)

N 50.00 62.00 63 63 63 63 63 63 63 63 62 62 62 63
Performance_ma Correlation  0.19 277 605 659 562 462 569 655 1.000 378" 0.225 322 423" 648"
nagement Coefficient

Sig. (2- 0.18 0.03 0.000 0.000 0.000 0.000 0.000 0.000 0.002 0.078 0.011 0.001 0.000

tailed)

N 50.00 62.00 63 63 63 63 63 63 63 63 62 62 62 63
Policies_Procedur Correlation -0.14 0.14 619" 458" 528" 390" 428" 393" 378" 1.000 543" 466" 540" 479"
es Coefficient

Sig. (2- 0.34 0.29 0.000 0.000 0.000 0.002 0.000 0.001 0.002 0.000 0.000 0.000 0.000

tailed)

N 50.00 62.00 63 63 63 63 63 63 63 63 62 62 62 63
Satisfaction_cust Correlation -0.17 -0.10 4817 3617 464" 280 346" 0.205 0.225 543" 1.000 548" 4927 355"
omer Coefficient

Sig. (2- 0.25 0.44 0.000 0.004 0.000 0.028 0.006 0.111 0.078 0.000 0.000 0.000 0.005

tailed)

N 49.00 61.00 62 62 62 62 62 62 62 62 62 62 61 62
Satisfaction_suppl Correlation -0.03 0.04 507" 349" M7’ 0.228 292" 0.149 322" 466" 548" 1.000 483" 281"
ier Coefficient

Sig. (2- 0.85 0.76 0.000 0.005 0.001 0.075 0.021 0.249 0.011 0.000 0.000 0.000 0.027

tailed)

N 49.00 61.00 62 62 62 62 62 62 62 62 62 62 61 62
Satisfaction_com Correlation  0.06 022 535" 4347 454" 288" 367" 336" 423" 540" 492" 483" 1.000 355"
munity Coefficient

Sig. (2- 0.70 0.09 0.000 0.000 0.000 0.023 0.003 0.007 0.001 0.000 0.000 0.000 0.005

tailed)

N 49.00 61.00 62 62 62 62 62 62 62 62 61 61 62 62
Satisfaction_peopl Correlation  -0.08 0.04 599" 630" 671" 595" 683" 676" 648" 479" 355" 281" 355" 1.000
e_general Coefficient

Sig. (2- 0.60 0.76 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.000 0.005 0.027 0.005

tailed)

N 50.00 62.00 63 63 63 63 63 63 63 63 62 62 62 63

**_ Correlation is significant at the 0.01 level (2-tailed).

*. Correlation is significant at the 0.05 level (2-tailed).

A one-way ANOVA analysis was completed to assess the theoretical dimensions associated with

a high performance culture (dependent variables) with sales position role categories (independent

variables). For this assessment the business development manager and business manager

categories were combined to increase the group size to 13 respondents, and the head of sales

was ignored due to the minimal number (3) of respondents in this category. The groups consisted

89



of account managers, service specialists, and combined business development manager and
business manager. The results of the ANOVA analysis are presented below in Table 4-4. It is
evident that there are statistically significant differences (significance values < 0.05) between
groups in the mean responses for the core capability at the organisation level, policies and
procedures, and stakeholder satisfaction (customer, supplier and community). While statistically
significant differences exist in the group means for these dimensions, the interpretation of the
descriptive data analysis in section 4.3 and discussion of the research findings in Chapter 5 takes
into consideration the spread in data (presented in the box plots in section 4.3) and not only the

mean values.

Table 4-4: One-way ANOVA Test
Sum of Squares df Mean Square F Sig.

Vision_Strategy Between Groups 1.831 2 0.916 1.475 0.238
Within Groups 34.778 56 0.621
Total 36.609 58

Leadership Between Groups 0.145 2 0.073 0.120 0.887
Within Groups 33.802 56 0.604
Total 33.947 58

Capability_organization Between Groups 3.807 2 1.903 3.273 0.045
Within Groups 31.982 55 0.581
Total 35.789 57

Capability_group Between Groups 0.567 2 0.283 0.415 0.662
Within Groups 37.538 55 0.683
Total 38.105 57

Capability_individual_general Between Groups 0.100 2 0.050 0.150 0.861
Within Groups 18.325 55 0.333
Total 18.425 57

Reward_system Between Groups 0.854 2 0.427 0.627 0.538
Within Groups 37.467 55 0.681
Total 38.321 57

Performance_management Between Groups 0.507 2 0.253 0.271 0.764
Within Groups 51.400 55 0.935
Total 51.907 57

Policies_Procedures Between Groups 3.034 2 1.517 3.251 0.046
Within Groups 25.666 55 0.467
Total 28.700 57

Satisfaction_customer Between Groups 5.749 2 2.875 8.667 0.001
Within Groups 17.912 54 0.332
Total 23.661 56

Satisfaction_supplier Between Groups 12.952 2 6.476 11.301 0.000
Within Groups 30.946 54 0.573
Total 43.898 56

Satisfaction_community Between Groups 3.642 2 1.821 2.893 0.064
Within Groups 33.988 54 0.629
Total 37.630 56

Satisfaction_people_general Between Groups 0.580 2 0.290 0.444 0.644
Within Groups 35.952 55 0.654
Total 36.532 57
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4.5 SURVEY VALIDITY AND RELIABILITY

Statistical analysis was conducted to assess the validity and reliability of the research instrument.
The internal consistency approach was adopted to assess survey reliability with Cronbach’s alpha
being used as the measure (Saunders et al., 2016:451). A Cronbach alpha result of 0.7 and higher
indicates an acceptable level of internal reliability (Bryman and Bell, 2017:38). The Cronbach
alpha (Table 4-5) calculated for eleven theoretical dimensions (excluding customer stakeholder
satisfaction) ranged between 0.757 and 0.882. For the five items in the customer stakeholder
satisfaction dimension the Cronbach alpha value was marginal (0.683) in terms of internal
reliability. Considering all twelve dimensions, the overall reliability of the research instrument was

confirmed.

As part of research instrument validity the Kaiser-Meyer-Olkin (KMO) measure of sampling
adequacy (MSA) was used to ensure that the data were adequate for factor analysis (Bryman
and Bell, 2017:325). The KMO MSA for all twelve dimensions ranged from 0.6 to 0.84 indicating
the data as adequate. The results for Bartlett's test of sphericity were substantial (based on
approx. chi square) at a 0.000 level of significance indicating that the correlation matrix is not an

identity matrix and that variables are related.

Table 4-5: KMO MSA, Bartlett’s test for sphericity, and Cronbach’s alpha per dimension

Theoretical Dimension ltems Kaiser- Bartlett's Cronbach's

Meyer- Test Alpha

Olkin

msa  Approx. Chi- df Sig.

Square

Vision and Strategy 6 0.823 109.382 15 0.000 0.810
Leadership 7 0.794 161.318 21 0.000 0.832
Core Capability: Organisation 7 0.839 141.916 21 0.000 0.833
Core Capability: Group/Team 7 0.793 191.031 21 0.000 0.846
Core Capability: Individual 9 0.705 164.437 36 0.000 0.768
Reward System 5 0.711 116.842 10 0.000 0.790
Performance Management 7 0.832 211.408 21 0.000 0.882
Policies and Procedures 6 0.702 97.536 15 0.000 0.760
Stakeholder Satisfaction: Customer 5 0.605 77.627 10 0.000 0.683
Stakeholder Satisfaction: Supplier 4 0.660 100.016 6 0.000 0.829
Stakeholder Satisfaction: Community 3 0.658 44.118 3 0.000 0.757
Stakeholder Satisfaction: People 11 0.840 325.620 55 0.000 0.839

To further validate the research instrument exploratory factor analysis using principal component
analysis was conducted on each of the twelve theoretical dimensions to explore how many factors
were represented by the data for each dimension (based on the slope of the “scree” plot). Two
theoretical dimensions relating to Individual Core Capability and People Stakeholder Satisfaction
had a second factor or trait associated with certain questions. The results of the factor analysis

are presented below.
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e Vision and Strategy — factor analysis indicated one factor/trait underlying the six questions

as indicated by the Eigenvalues in Figure 4-95.

Scree Plot

Eigenvalue

1 2 3 4 5

o

Component Number

Figure 4-95: Eigenvalues for 6 components of Vision and Strategy

e Leadership — factor analysis indicated one factor/trait underlying the seven questions as

indicated by the Eigenvalues in Figure 4-96.

Scree Plot

Eigenvalue

r
w

4 5 6 7

Component Number

Figure 4-96: Eigenvalues for 7 components of Leadership

e Core Capability: Organisation — factor analysis indicated one factor/trait underlying the

seven questions as indicated by the Eigenvalues in Figure 4-97.
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Figure 4-97: Eigenvalues for 7 components of Core Capability Organisation

Core Capability: Group/Team — factor analysis indicated one factor/trait underlying the

seven questions as indicated by the Eigenvalues in Figure 4-98.

Scree Plot

Eigenvalue
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w

4 5 6

-

Component Number

Figure 4-98: Eigenvalues for 7 components of Core Capability Group/Team

Core Capability: Individual — factor analysis indicated two factors/traits underlying the nine

questions as indicated by the Eigenvalues in Figure 4-99.
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Figure 4-99: Eigenvalues for 9 components of Core Capability Individual

Table 4-6 below indicates that there is a second underlying trait associated with the question
“How accountable are you for the quality of your work?” This second trait/component can be

described as “individual accountability”.

Table 4-6: Rotated Component matrix for Core Capability Individual

Structure Matrix

Component
1 2
To what extent do you use your initiative at work? 0.837
To what extent do you believe that you have the relevant
competence to meet the challenges of your job? 0.746
To what extent are you encouraged to come up with
innovative solutions to work-related issues? 0.712 -0.422
How positive are your work relationships? 0.633 -0.305
How empowered are you to take control of your own
development within your organisation? 0.606
How sufficient are your physical working conditions (e.g.
workspace, heat, light, noise etc)? 0.284
How satisfied are you with the amount of responsibility that
you have been given in your job? 0.489 -0.816
How well do you cope with your current workload?
0.280 -0.747

How accountable are you for the quality of your work?

y R 0.514 0.524

Extraction Method: Principal Component Analysis.
Rotation Method: Oblimin with Kaiser Normalization.
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e Reward System — factor analysis indicated one factor/trait underlying the five questions

as indicated by the Eigenvalues in Figure 4-100.
Scree Plot

20

Eigenvalue
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Figure 4-100:  Eigenvalues for 5 components of Reward System

e Performance Management — factor analysis indicated one factor/trait underlying the seven

questions as indicated by the Eigenvalues in Figure 4-101.

Scree Plot

Eigenvalue

1 2 3 4 5 6 7

Component Number

Figure 4-101: Eigenvalues for 7 components of Performance Management

e Policies and Procedures — factor analysis indicated one factor/trait underlying the seven

questions as indicated by the Eigenvalues in Figure 4-102.
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Figure 4-102: Eigenvalues for 7 components of Policies and Procedures

e Stakeholder Satisfaction: Customer — factor analysis indicated one factor/trait underlying

the five questions as indicated by the Eigenvalues in Figure 4-103.
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Figure 4-103:  Eigenvalues for 5 components of Customer Stakeholder Satisfaction

e Stakeholder Satisfaction: Supplier — factor analysis indicated one factor/trait underlying

the four questions as indicated by the Eigenvalues in Figure 4-104.
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Figure 4-104: Eigenvalues for 4 components of Supplier Stakeholder Satisfaction

e Stakeholder Satisfaction: Community — factor analysis indicated one factor/trait underlying

the three questions as indicated by the Eigenvalues in Figure 4-105.

Scree Plot

Eigenvalue

1 2

w

Component Number

Figure 4-105: Eigenvalues for 3 components of Community Stakeholder Satisfaction

o Stakeholder Satisfaction: People — factor analysis indicated two factors/traits underlying

the eleven questions as indicated by the Eigenvalues in Figure 4-106.
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Figure 4-106: Eigenvalues for 11 components of People Stakeholder Satisfaction

Table 4-7 below indicates that there is a second underlying trait associated with the following
three questions: “To what extent has your organisation’s Black Economic Empowerment (BEE)
policy been communicated to all staff?”, “To what extent are black suppliers promoted within your
organisation’s commercial policy?” and “How proactive is your organisation in the advancement
of previously disadvantaged individuals/people?”. This second trait/component can be described

as “BEE and employment equity”.

Table 4-7: Rotated Component matrix for People Stakeholder Satisfaction

Structure Matrix

Component
1 2
How easily would you encourage your friends to join your
organisation? 0.869
To what extent does your organisation look after its people? 0.842
To what extent has your company established a good relationship
with employees? 0.821 0.269
How satisfied are you that your job gives you the opportunity to do
what you are best at doing? 0.821
To what extent is your workplace a fun place to work? 0.782
To what extent does your organisation encourage a healthy balance
between work and life issues? 0.693
p P 5
How interesting is your work? 0.641 0.536
How strongly do your believe that your job contributes to the
success of the business? 0.436
To what extent has your organisation’s Black Economic
Empowerment (BEE) policy been communicated to all staff? 0.883
To what extent are black suppliers promoted within your
organisation’s commercial policy? 0.859
How proactive is your organisation in the advancement of previously
disadvantaged individuals/people? 0.258 0.828

Extraction Method: Principal Component Analysis.
Rotation Method: Oblimin with Kaiser Normalization.
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The research instrument was validated with the KMO measure of sampling adequacy, followed
by the Bartlett’s test of sphericity which confirmed the relatedness of the dimensions (variables)
assessed. Further validation using factor analysis indicated that two dimensions (Core capability:
individual and Stakeholder satisfaction: people) has a second factor or trait associated. The other
ten dimensions had one underlying trait or factor associated with each dimension. Therefore, it is
evident that the research instrument has an overall high validity in terms of assessing each of the

theoretical dimensions associated with a high performance culture.

4.6 CHAPTER SUMMARY

The results of the data analysis presented in this chapter can be summarised into the following

main aspects:-

e Presentation of preliminary data analysis on response rate and respondent data which
confirmed that the response rate was sufficient for generalisation to the wider population
in the organisation, and which provided the characteristics of the sample for this research
study.

o Presentation and interpretation of the descriptive statistics applicable to the twelve
theoretical dimensions associated with a high performance culture including: vision and
strategy, leadership, core capability of the organisation, core capability of the group/team,
core capability of the individual, reward system, performance management, policies and
procedures, customer stakeholder satisfaction, supplier stakeholder satisfaction,
community stakeholder satisfaction, and people stakeholder satisfaction.

e Presentation and interpretation of the comparative data analysis completed: to determine
if the response data were sensitive to gender (no statistically significant impact); and to
identify the strength of relationships between the twelve dimensions.

e Presentation and interpretation of the statistical analysis completed which confirmed the

validity and reliability of the research instrument.

The following chapter analyses and discusses the research findings in detail within the context of

the research objectives.
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CHAPTER 5 DISCUSSION OF FINDINGS

5.1 INTRODUCTION

This chapter discusses the findings (based on the results presented in Chapter 4) of this research
study relating to respondent data and the twelve high performance culture dimensions assessed
by the research instrument. Table 5-1 below presents the assessed high performance culture
dimension with the associated underlying theoretical construct discussed in Chapter 2. This

chapter concludes by summarising key discussion points within the context of the research

objectives.

Table 5-1: High performance culture dimensions mapped to theoretical constructs
High performance culture dimension Theoretical construct Chapter

reference

1. Vision and strategy Organisational strategy 2.21
2. Leadership Leadership 2.2.2
3. Core capability of the organisation | Core capability - Organisation 2.2.3
4. Core capability of the group/team Core capability — Group/Team 223
5. Core capability of the individual Core capability - Individual 223
6. Reward system Work practices 224
7. Performance management Human resource management (HRM) 2.3
8. Policies and procedures Work practices 224
9. Customer stakeholder satisfaction Stakeholder Management 2.4
10. Supplier stakeholder satisfaction Stakeholder Management 24
11. Community stakeholder satisfaction | Stakeholder Management 24
12. People stakeholder satisfaction Human resource management (HRM) 2.3
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5.2 RESPONSE RATE AND RESPONDENT CHARACTERISTICS

At the time of the research study the organisation employed ninety (90) sales individuals of which
sixty three (63) employees provided effective responses yielding a 70% completion rate. The
context of the research findings is based on responses from five role categories, comprising
predominantly service specialists and account managers (74%), with sales work experience
evenly distributed across the work force indicating a blend of employees with less than five (5)
years to employees with more than twenty (20) years of sales experience. There is a similar
balance with respect to the age profile of employees and all regional offices in the country were

represented in terms of employee responses.

It is evident that the census sampling approach resulted in a large portion of the population
responding, and that each unit of analysis (sales individual) was included across the different
strata (experience and geography), which avoided the over or under representation of certain
experience levels or geographic locations. However, it is also clearly evident that the sales work
force is predominantly male (91%). This reality did not impact the research findings since
comparative data analysis between male and female response data sets indicated that

statistically no significant difference existed between gender response sets.

Comparative data analysis testing for strength and direction of relationships (using Spearman’s
rank-order correlation) between the twelve dimensions in the high performance organisation
construct indicated that vision and strategy, and core capability at the organisation level were
moderately to strongly related (or correlated) to each of the other eleven dimensions which was
statistically significant (p < 0.01), followed by leadership which was moderately to strongly
correlated to nine dimensions which was statistically significant (p < 0.01). These results confirm
that there is moderate to strong association of these dimensions to each other in support of the

high performance organisational culture construct.
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5.3 VISION & STRATEGY

Considering that business strategies have a significant positive link to job satisfaction,
organisational objectives, and job and organisational performance (Wu and Lin, 2013:6;

Prodromos et al., 2018:62), the following research findings reflect positively on the organisation.

Characteristics of the organisational strategy in which the organisation performed strongly
included: having a balance between short-term and long-term goals, level of employee optimism
about management plans for the future, level of employees’ inspiration about management’s
vision, and management’s belief in the future of the organisation. Employees currently experience
the organisation as well balanced in terms of focussing on both short term and long term goals.
The majority of employees are generally optimistic about management plans and remain inspired
by management’s vision for the future. Assessment by employees on their direct line managers
indicated that employees believe that their managers have a strong belief in the future of the

organisation.

There are two characteristics that, however, warrant further attention and improvement by
management. The first of which relates to the level of communication effectiveness on the strategy
of the organisation considering that a third of employees felt that communication levels were
insufficient. It is imperative that communication on the organisation’s strategy utilises all available
communication channels and platforms to reach all levels and areas with the sales team.
Cascading of communication from the organisation’s leadership to direct line managers should
be further assessed for effectiveness. Organisational factors such as the level of communication
from leaders regarding the organisation’s vision and goals and the level of interaction (behavioural
distance) between leaders and employees at an individual level are significantly related to

employee inspiration (James and Lahti, 2011:108; Hoffner, 2018:54).

The second characteristic relates to alignment between people development and business
strategy considering that over half of employees feel that people development strategies were not
aligned with that of the business. It is therefore important that the organisation assesses its people
development strategies and practices and importantly considers how these people development
initiatives are aligned with supporting the organisation’s current and future strategy. People
development is a key tenet of creating and supporting a high performance culture and strongly
influences employee motivation (Ramlall and Melton, 2019:12-16; Hartnell et al., 2019:844;
Manzoor et al., 2021:10).
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5.4 LEADERSHIP

Characteristics of the leadership dimension in which the organisation performed strongly include:
employee’s belief in management’s ability to lead the organisation into the future, level of
management influence on employees to commit to change, management’s display of
organisational values, management’s acceptance of high performance levels, management’s
openness to new ideas, and management’s passion for the company’s brand. These assessed
leadership characteristics are related to the concept of transformational leadership (TL) and the

discussion of this research findings occurs within this context.

Positive performance around employees’ belief in management’s ability to lead the organisation
into the future indicates that management is successfully displaying one of the facets of TL which
is the capacity to inspire and motivate (Makka, 2019:86), commonly referred to as inspirational
motivation (Laureani and Antony, 2019:66). Inspirational motivation is either consciously or
unconsciously being used by management to articulate a vision which is clear, can be understood,
and supported by employees in the organisation. The organisation therefore has leaders who
engage and persuade, thereby creating the necessary motivation for followers to envision and
work towards a more attractive future organisational state (Giddens, 2018:118). Further, these
leaders in the organisation are exhibiting a high level of self-confidence which is key to lobbying

and inspiring employees to rally behind the vision or goal (O’Reilly and Chatman, 2020:19).

Positive research findings regarding the level of management influence on employees to commit
to change, and in management’s passion for the company’s brand is evident in another facet of
TL which is personal charisma (Makka, 2019:86), commonly referred to as idealised influence
(Laureani and Antony, 2019:66). In this context it is evident that the organisation’s leaders express
confidence about the future and communicate to employees with enthusiasm that the vision is
achievable. There is likely enthusiastic discussion about what needs to be accomplished, with
organisational leaders acting with integrity and inspiring through consistent actions (Hoffner,
2018:54).

Positive research findings regarding management’s acceptance of high performance levels are
related to the third facet of TL which relates to the personal attentiveness of leaders to employees
(Makka, 2019:86), referred to as individualised consideration (Laureani and Antony, 2019:66). It
is therefore likely that individualised consideration is occurring where management is interacting
and seeking to understand at an individual level with the premise that individual employees have
unique views and needs which influences their performance. Further, organisational factors such
as a high level of general communication and increased interaction (less behavioural distance)

between leaders and employees are likely evident in the organisation.
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Positive research findings regarding the organisation’s culture, associated with management’s
openness to new ideas, support the final facet of TL which is encouragement for problem-solving
(Makka, 2019:86) referred to as intellectual stimulation (Laureani and Antony, 2019:66).
Transformational leaders exhibit a willingness to challenge existing norms and in doing so incur
risks commonly associated with charting a new or different path (O’Reilly and Chatman, 2020:19).
It is therefore likely that managers in the organisation are displaying these behaviours and thereby

stimulating new or alternative approaches to overcome challenges being experienced.

It can therefore be concluded that the organisation is in a very strong position relating to the
leadership characteristics being displayed and experienced by employees in the sales teams.
Positive research findings in this dimension indicate prevalent leadership attributes in the
organisation which are underpinned by the theoretical construct of TL. These leadership
behaviours will positively affect job performance (Langat et al. 2019:5; Matar and Aldaheri,
2019:290), firm performance (Jensen et al., 2020:842), reduce employee turnover and improve

talent retention (Mangisa et al., 2020:10).

Due to the positive research findings it can also be assumed that no negative or “toxic” leadership
(Paltu and Brouwers, 2020:9) attributes (abusive and undermining, authoritarian, and narcissistic)

are evident in the organisation which could undermine a high performance culture.

There was one characteristic, within the leadership domain, that perhaps warrants further
attention and improvement and relates to management’s passion for creating a fun working
environment. Approximately 28% of employees felt that management was not passionate about
creating a fun working environment. While this proportion may not be significant considering
research findings in the other characteristics, it is important that the work environment is as far as
possible experienced as relaxed, enjoyable and “fun” within the parameters of maintaining a

professional work environment.

5.5 CORE CAPABILITY OF THE ORGANISATION

Organisational capability (market and customer knowledge, relationships, competence, and
innovation) significantly determines the level of intellectual capital residing in the organisation,

which in turn positively influences organisational performance (Huang and Huang, 2019:116).

Assessment of the core capability of the organisation revealed that the organisation performed
strongly in the following characteristics: culture of trust, the importance of diversity, employee

learning opportunities, and the benefit derived from a competitive environment. These positive
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research findings benefit the organisation in that trust increases productivity, improves employee
job satisfaction, reduces job turnover, and generally results in happier and healthier employees
(Johannsen and Zak, 2021:9). Further the positive findings around diversity, which contributes to
the organisation’s overall capability through diverse thinking and perspectives, results in
increased organisation performance (Moon and Christensen, 2020:141; Fernando et al.,
2020:484).

There are two characteristics that warrant further attention and improvement by management in
this dimension. These include: the level of communication effectiveness on the organisation’s
financial standing, and willingness of employees to put in extra effort. The willingness of
employees to put in extra effort (commitment) is related to organisation performance (Sabir et al.,
2015:12) so any management interventions which either directly or indirectly increase employee
commitment levels will benefit the organisation. Specific and tailored communication on a regular
basis needs to be devised by management that informs employees about the organisation’s
financial position to equip employees with the necessary information required to support sales

team business related decisions.

5.6 CORE CAPABILITY OF THE GROUP/TEAM

The organisation performed strongly in the following characteristics of the core capability of the
group/team dimension: new or innovative ways of working, understanding of goals, sharing of
ideas, extent of mutual respect and support. Positive research findings indicate that management
is successfully creating an environment in which employees feel free to discuss, challenge and
seek new work methods and approaches. Seeking new or innovative ways of working indicates
that teamwork is prevalent and widespread in the organisation (Fay et al., 2015:261). Importantly
goal clarity is prevalent amongst the team which results in better team performance (Van der
Hoek et al., 2018: 492).

This environment is also characterised by high levels of mutual trust which increases productivity,
employee job satisfaction, reduces job turnover, and generally results in happier and healthier
employees (Johannsen and Zak, 2021:9). Positive research findings relating to intrinsic factors
such as professional respect, personal development and growth, performing work that is
enjoyable, and learning something new have a positive impact on employee motivation and

performance (Manzoor et al., 2021:10).

There was one aspect concerning job related communication that warrants further attention and
improvement by management. Just under a third of employees felt that job-related communication
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was lacking and could improve. Job-related communication contributes to more engagement
creating alignment with company objectives and goals and drives sales performance, whilst also
allowing the employer to better understand the needs and goals of employees (Verbeke et al.
(2011:421). Further, respectful engagement and communication positively benefit employees’

wellbeing (resilience) and improve long-term business results (LaGree et al., 2021:4).

5.7 CORE CAPABILITY OF THE INDIVIDUAL

Assessment of the organisation relating to organisational core capability at the individual level
yielded very positive results which are extremely encouraging considering employee competence
has a significant impact on organisational performance (Salman et al., 2020:430). Assessed
characteristics related to empowerment, competence, resilience, responsibility and
accountability, initiative, working conditions, and work relationships. These characteristics largely
lie within the four critical competency clusters of functional (task or job) competency, leadership
competency, communication competency, and cognitive (analytical and decision making)
competency (Puteh et al., 2015:335) thus making the current sales team assets to the
organisation. Further positive research findings relating to high levels of employee empowerment
and accountability in the organisation reinforce the competitive position of the organisation in the
industry (Ribeiro, 2018:65; Han and Hong, 2019:21).

In general, positive research findings indicate that the organisation retains significant capability at
the individual level and it is imperative that the organisation continues to retain and nurture this

capability.

5.8 REWARD SYSTEM

The reward system dimension assessed employees views on equitable benefits, remuneration,
financial compensation, levels and frequency of recognition and praise awarded. Assessment of
the organisation’s reward system indicated major deficiencies or negative perceptions held by
employees. Critically, a substantial portion of employees felt that the organisation’s reward system
was not equitable, that remuneration did not match responsibilities, that performance did not
match rewards, with employees noting the absence of recognition and praise in the last six (6)

months for work done well.

It is imperative that the organisation critically assesses its reward system to address the concerns

arising from this research study considering that a sound organisational financial reward system
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positively influences employees’ willingness to put in extra effort (Den Hartog and Verburg,
2004:73); levels of innovation, customer centricity, financial outcomes (Hartnell et al., 2019:844)

and organisational performance (Yongmei Liu et al., 2006:524),.

Further, non-financial rewards such as praise and recognition also have an important and
constructive effect on employee performance (Hussain et al., 2019:69) and suitable initiatives

should also be considered for management action.

5.9 PERFORMANCE MANAGEMENT

Performance management is one of the most effective human resource work practices at
management’s disposal to enable employee performance. This dimension assessed levels of
employee’s goal agreement, value of performance feedback, integrity of performance reviews,
effectiveness of career path discussions, and levels of employee goal accountability in the
organisation. The importance of effective performance management as part of HRM is critical
considering that there is an undisputable positive link between good HRM practices and key
business performance metrics (Bakator et al., 2019:11). Performance management specifically
plays an instrumental role in establishing and maintaining a high performance culture by defining
work targets and assessing performance through fair performance appraisals and effective
performance feedback (Ramlall and Melton, 2019:12-16).

The two (2) characteristics in which the organisation was strongly assessed include: receiving of
honest performance feedback from management, and the level of accountability awarded to

employees for meeting their goals.

Based on employee feedback the characteristics in which the organisation requires improvement
include: more consistent agreement and setting of employee performance goals across the team,
meaningful and frequent discussion of career paths, rectification of misalignment between
employees self-view of performance and actual awarded performance rating, and addressing
insufficient work performance feedback. Goal setting theory suggests that employees perform
better if goals that guide work are clear and specific with goal clarity positively affecting team
performance (Van der Hoek et al., 2018: 492). Adopting specific clear goals largely eliminates the
possibility for misalignment between employee and management on awarded performance

ratings.

Adopting a frontline approach to coaching and developing employees to improve overall

performance with continuous learning and development initiatives are essential to skills
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development, and support enhanced employee engagement levels (Ramlall and Melton,
2019:14). Career path discussions and employee development lead into succession planning in
which the scheduling of regular career development discussions with employees ensures that
high potential employees are exposed to different work opportunities to gain the necessary

experience required to occupy senior positions in the organisation.

One of the key tenets for an effective performance management system relates to shared
common understanding between employees and management regarding actual performance and
awarded performance ratings based on clear and specific goals. Performance management
should be approached and formally actioned by management with employees as a continuous
process during the period of assessment, and not only at the end of the financial year as is

generally practiced.

5.10 POLICIES & PROCEDURES

This dimension assessed employees’ experience with the organisation’s policies and procedures
from a communication, application, and understanding perspective. The organisation performed
strongly on all characteristics of this dimension which included: the level of communication and
application of policies and procedures relating to procurement, ethics, health, employment equity,
and disciplinary processes. This research findings imply that policies and procedures are being
applied in a consistent manner which supports the retention of employees with key skills and
experience (Ramlall and Melton, 2019:16). Further if these policies and procedures are not
impeding employees from accomplishing their goals, employee engagement is maintained which
is necessary for establishing and maintaining a high performance culture (Ramlall and Melton,
2019:12).

These positive research findings indicate that the organisation should take note of and continue
to maintain its current balance of policies and procedures which has (to date) proved effective in

supporting employees.
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5.11 STAKEHOLDER SATISFACTION

Effective stakeholder management is imperative to ensure that the organisation is aware of and
able to evaluate key stakeholder inputs that can affect the organisation’s operation and
performance (Wang and Sengupta, 2016:5566). Stakeholder satisfaction was assessed for four
stakeholder groups (customer, supplier, community and people) with a discussion on the findings

following below.
5.11.1 Customer

Customer collaboration is important since customer inputs and perspectives stimulate
organisations to implement process improvements that can result in cost reduction initiatives,
market gains and better overall firm performance (Grekova et al., 2015:1869). The benefit is
further amplified in market uncertainty conditions where a strong focus on customer orientation

results in higher organisation performance (Vaitoonkiat and Charoensukmongkol, 2019:879).

The customer (as a stakeholder) dimension assessed the company’s approach to customer
feedback, the level of involvement of customers in decision making processes, product and
service fit to customer requirements, and the company’s power position towards its’ customers.
The organisation performed strongly on all characteristics of this dimension indicating that the
organisation is highly customer centric taking customer needs and feedback into consideration
as a vital part of its business operation, while not abusing its positional power towards its

customers.
5.11.2 Supplier

Considering suppliers as key stakeholders is also beneficial since collaborating with suppliers can
improve firm performance as it encourages cost savings (Grekova et al., 2015:1869). The supplier
(as a stakeholder) dimension assessed the company’s approach to supplier feedback, level of
involvement in decision making processes, and the company’s power position towards its

suppliers.

Based on this research findings one aspect requires improvement and relates to the involvement
of suppliers in the organisation’s business decisions. The inclusion and involvement of suppliers
in certain business decisions, while being cognisant of divulging sensitive business information,
can assist the organisation with identifying optimisation opportunities on the front end of the
supply value chain. In uncertain market conditions this benefit is amplified (Vaitoonkiat and
Charoensukmongkol, 2019:879).
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Characteristics of supplier satisfaction in which the organisation performed well include: not
abusing its positional power towards its suppliers, the importance of supplier feedback and the
importance of suppliers as business partners. These positive research findings are important
since maintaining healthy supplier relationships are key to long term business viability for both

parties.
5.11.3 Community

Within the context of corporate social responsibility organisations which consider the needs and
input from the community has proven to enhance their market value (Yoon and Chung, 2018:94).
The community dimension assessed the company’s approach to the community in terms of

development, social responsibility, and employee involvement in community upliftment.

Based on this research findings the aspect in which the organisation needs to improve relates to
the encouragement of employees to participate in community upliftment initiatives. Employees
are often brand ambassadors and the organisation should evaluate leveraging this opportunity to

further enhance its community development status.

Characteristics of community satisfaction in which the organisation performed extremely well
include: the company’s contribution to community development and the extent to which the
organisation behaves in a social responsible manner. Operating in a socially responsible manner
enhances the company’s brand and reputation with positive community development and

relations being a key part of ensuring business sustainability.
5.11.4 People

The final dimension of this research study assessed the company’s approach to its employees in
terms of work life balance, job satisfaction, employer relationships, support for BEE, work

environment, care for employees, and the attractiveness of the organisation as an employer.

The characteristics in which the organisation was strongly assessed include: job employee fit,
high levels of work interest, good organisation employee relations, job relation to business
success, BEE initiatives and communication, and the organisation’s positive work environment
where most employees indicated that they would recommend the organisation to others as a
place to work. Employees’ satisfaction is largely influenced by management with activities that
were previously reserved for HR specialists being consciously devolved to line management for
implementation (Perry and Kulik, 2008:262). These positive research findings are therefore

testament to the behaviour and leadership capability (as discussed in the leadership dimension)
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of the organisation’s management team which will also positively manifest in the organisation’s

business metrics (Bakator et al., 2019:11).

The characteristics in which the organisation requires improvement include: more encouragement
for a healthy work life balance, making the work environment a “fun” place to work, the level
(extent) to which the organisation looks after its’ employees, and the organisation’s proactive
stance regarding its employment equity practices. A healthy work life balance is critical to ensure
that employees are not overworked, do not experience burnout and ultimately maintain employee
satisfaction levels (Ramlall and Melton, 2019:15). Making the work environment a more “fun”
place to work also manifested in the findings related to the leadership dimension which was
discussed above. The level to which the organisation looks after its employees is related to a
number of factors such as work life balance, and the organisations’ reward system and
interventions addressing these areas will address this concern. Employment equity is an
important initiative within the local South African context with diversity and inclusion seeking to
ensure that previously disadvantaged individuals are allowed equal opportunities in the
workplace. From a business results perspective, the benefits of a diverse range of ideas and
views can lead to robust discussion, innovation and business growth (Moon and Christensen,
2020:141; Fernando et al., 2020:484).

5.12 CHAPTER SUMMARY
Within the context of the research objectives, the key discussion points can be summarised as:-

e Response rate and respondent characteristics - a 70% response rate with responses from all
five role categories consisting of an even distribution of sales work experience, a good balance
with respect to the age profile of employees, and representation from all regional offices in the
country. There was no statistical significance between responses from a gender perspective.

e Vision and strategy dimension - Characteristics of the organisational strategy in which the
organisation performed strongly included: having a balance between short-term and long-
term goals, level of employee optimism about management plans for the future, level of
employees’ inspiration about management’s vision, and management’s belief in the future of
the organisation. Two characteristics require further attention and improvement and relates to
the level of communication effectiveness on the strategy of the organisation, and alignment
between people development initiatives and business strategy.

o Leadership dimension - Characteristics of the leadership dimension in which the organisation

performed strongly include employees’ belief in management’s ability to lead the organisation
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into the future, level of management influence on employees to commit to change,
management’s display of organisational values, management’s acceptance of high
performance levels, management’s openness to new ideas, and management’s passion for
the company’s brand. It is evident that the organisation is in a very strong position relating to
TL leadership characteristics being displayed and experienced by employees in the sales
teams which will positively affect job performance, firm performance, reduce employee
turnover and improve talent retention. One characteristic that warrants further attention and
improvement relates to creating a “fun” working environment.

Core capability of the organisation — the organisation performed strongly in the following
characteristics: culture of trust, the importance of diversity, employee learning opportunities,
and the benefit derived from a competitive environment. Organisational benefits of trust
manifest in productivity, employee job satisfaction, reduces job turnover, and generally results
in happier and healthier employees. Diversity contributes to the organisation’s overall
capability through diverse thinking and perspectives, ultimately resulting in increased
organisation performance. Two characteristics warrant further attention and improvement by
management relate to the level of communication effectiveness on the organisation’s financial
standing, and willingness of employees to put in extra effort.

Core capability of the group/team — the organisation performed strongly in the following
characteristics: new or innovative ways of working, understanding of goals, sharing of ideas,
extent of mutual respect and support. Positive research findings indicate an environment of
teamwork in which employees feel free to discuss, challenge and seek new work methods
and approaches. Intrinsic factors such as professional respect, personal development and
growth, performing work that is enjoyable, and learning something new have a positive impact
on employee motivation and performance. One characteristic concerning job related
communication warrants further attention and improvement by management.

Core capability of the individual — assessment at the individual level yielded very positive
results around all of the characteristics including: empowerment, competence, resilience,
responsibility and accountability, initiative, working conditions, and work relationships. These
characteristics make the current sales team assets to the organisation and improves the
competitive position of the organisation. It is imperative that the organisation continues to
retain and nurture this capability.

Reward system — assessment of the organisation’s reward system indicated major
deficiencies or negative perceptions held by employees. This requires urgent management
intervention to assess the organisation’s reward system and address these concerns
considering that a sound organisational financial reward system positively influences:

employee’s willingness to put in extra effort; levels of innovation, customer centricity, financial
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outcomes and organisational performance. Non-financial rewards (praise and recognition)
also have an important and constructive effect on employee performance and suitable
initiatives should also be considered for management action.

Performance management - Two characteristics in which the organisation was strongly
assessed include: receiving of honest performance feedback from management, and the level
of accountability awarded to employees for meeting their goals. However, characteristics
requiring improvement include: more consistent agreement and setting of employee
performance goals across the team, meaningful and frequent discussion of career paths,
rectification of misalignment between employees self-view of performance and actual
awarded performance rating, and addressing insufficient work performance feedback. Urgent
management intervention is required considering the undisputable positive link between
effective performance management and key business performance metrics.

Policies and procedures - the organisation performed strongly on all characteristics of this
dimension which included: the level of communication and application of policies and
procedures relating to procurement, ethics, health, employment equity, and disciplinary
processes. The organisation should take note of and continue to maintain its current balance
of policies and procedures which has (to date) proved effective in supporting employees.
Stakeholder satisfaction - the organisation performed strongly on all characteristics of the
customer stakeholder dimension indicating that the organisation is highly customer centric
taking customer needs and feedback into consideration as a vital part of its business
operation, while not abusing its positional power towards its customers.

Characteristics of the supplier stakeholder dimension that require improvement include:
involvement of suppliers in business decisions and the importance of supplier feedback.
Involving suppliers in certain business decisions can assist with identifying optimisation
opportunities on the front end of the supply value chain. Characteristics of the supplier
stakeholder dimension in which the organisation performed well include: not abusing its
positional power towards its suppliers and the importance of suppliers as business partners.
These positive research findings are important since maintaining healthy supplier
relationships are key to long term business viability for both parties.

Characteristics of community satisfaction in which the organisation performed extremely well
include: the company’s contribution to community development and the extent to which the
organisation behaves in a social responsible manner. Operating in a socially responsible
manner enhances the company’s brand and reputation with positive community development
and relations being a key part of ensuring business sustainability. Characteristics requiring

improvement include employee involvement in community upliftment initiatives. Employees
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are often brand ambassadors and the organisation should evaluate leveraging this opportunity
to further enhance its community development status.

Characteristics of people (employee) stakeholder satisfaction which were strongly assessed
include: job employee fit, high levels of work interest, good organisation employee relations,
job relation to business success, BEE initiatives and communication, and the organisation’s
positive work environment where most employees indicated that they would recommend the
organisation to others as a place to work. Employees’ satisfaction is largely influenced by
management and these findings are testament to the behaviour and leadership capability of
the organisation’s management team. Characteristics which require management intervention
include: more encouragement for a healthy work life balance, making the work environment
a “fun” place to work, the level (extent) to which the organisation looks after its’ employees,
and the organisation’s proactive stance regarding its employment equity practices. A healthy
work life balance is critical to ensure that employees are not overworked, do not experience
burnout and ultimately maintain employee satisfaction levels. The level to which the
organisation looks after its employees is related to a number of factors such as work life
balance, and the organisations’ reward system and interventions addressing these areas will
address this concern. Employment equity is an important initiative within the local South
African context and benefits from a diverse range of ideas and views can lead to robust

discussion, innovation and business growth.

These key findings feature in the next and final chapter which addresses this achievement of the
research study’s objectives and answering the research questions. It further highlights managerial
implications of this research, and proposes recommendations to management for implementation

in relation to a high performance culture in the organisation.
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CHAPTER 6 CONCLUSION, MANAGERIAL IMPLICATIONS AND
RECOMMENDATIONS

6.1 INTRODUCTION

This chapter provides a concise summary of achieving the study objectives, key research findings
that address the research questions, managerial implications of the research findings and
recommendations for management consideration and action. Finally, limitations of the study are

mentioned and recommendations for further studies are proposed.

6.2 PURPOSE AND OBJECTIVES OF THE RESEARCH

The purpose of this research was to assess the prevalence of those specific characteristics that
are needed to establish or support a high performance organisational culture in order for the sales
team to perform in a highly competitive environment. The main research objective was to assess
the prevalence of high performance organisational culture characteristics as experienced by sales

employees in a selected sales-driven organisation within South Africa.

The sub-objectives of this research were to determine: the effectiveness of the organisation’s
vision and strategy and organisation’s leadership behaviour in establishing a high performance
culture in the sales team, the core capability present at organisation, team and individual levels
to support a high performance culture, the effectiveness of the organisation’'s reward and
performance management practices in the sales team and how stakeholder satisfaction features

as part of culture in the sales team.

The study was successful in addressing these research objectives (Chapter 1) by establishing
the theoretical constructs underpinning this research topic (Chapter 2), employing a suitable
research methodology (Chapter 3), and analysing and interpreting research data (Chapter 4) to
determine which high performance organisational culture characteristics are prevalent and how

effective these characteristics are as part of the culture in the sales team.
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6.3 KEY FINDINGS AND CONCLUSIONS

6.3.1

Prevalence of high performance organisational culture characteristics

The primary research question addressed was “what is the prevalence of high performance

organisational culture characteristics as experienced by sales employees in a selected

organisation in South African?”

The organisation was assessed against 12 high performance culture dimensions with each

dimension consisting of specific characteristics. The performance of the organisation when

assessed against these dimensions is summarised below:

1)

2)

3)

4)

5)

6)

7)

8)
9)

Vision and strategy - the organisation performed strongly in four of the six characteristics.
Two characteristics that require improvement relates to the effectiveness of
communication on the strategy of the organisation, and alignment between people
development initiatives and business strategy.

Leadership - the organisation performed strongly in six of the seven characteristics. One
characteristic that requires improvement relates to creating a “fun” working environment.
Core capability at organisation level - the organisation performed strongly in five of the
seven characteristics. Two characteristics that require improvement relate to the
effectiveness of communication on the organisation’s financial standing and willingness of
employees to put in extra effort.

Core capability at group/team level - the organisation performed strongly in six of the
seven characteristics. One characteristic concerning job related communication requires
improvement.

Core capability at individual level - the organisation performed strongly in all nine of the
characteristics.

Reward system - the organisation performed poorly in all five characteristics relating to
equitable benefits, remuneration, financial compensation, recognition and praise awarded.
Performance management - the organisation performed poorly in five of the seven
characteristics relating to setting of employee performance goals, discussion of career
paths, misalignment between employees self-view of performance and actual awarded
performance rating, and insufficient work performance feedback.

Policies and procedures - the organisation performed strongly in all six characteristics.
Stakeholder satisfaction: customer - the organisation performed strongly in all five

characteristics.
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10) Stakeholder satisfaction: supplier - the organisation performed strongly in two of the four
characteristics. Two characteristics relating to the involvement of suppliers in business
decisions and the importance of supplier feedback require improvement.

11) Stakeholder satisfaction: community - the organisation performed strongly in two of the
three characteristics. One characteristic concerning employee involvement in community
upliftment initiatives require improvement.

12) Stakeholder satisfaction: people - the organisation performed strongly in seven of the
eleven characteristics. Four characteristics which require improvement relate to a healthy
work life balance, making the work environment a “fun” place to work, the level (extent) to
which the organisation looks after its’ employees, and the organisation’s proactive stance

regarding its employment equity practices.

Table 6-1 below indicates the 12 high performance culture dimensions with their associated
scores and assessment based on this research findings. The assessment per dimension is based
on the following proposed scoring categories with a score higher than 80% considered as
excellent, a score between 70 - 80% as good, a score between 50 - 70% as average, and a score

less than 50% as poor.

It is evident (from Table 6-1), and following from Chapter 5, that high performance organisational
culture characteristics are prevalent in the organisation, to a lesser extent in certain dimensions
and not at all for the reward system dimension. It can therefore be asserted that for the dimensions
of leadership, core capability (group/team and individual level), policies and procedures, and
stakeholder satisfaction at the customer level the organisation was assessed to have performed
excellently. There was good performance in core capability at the organisation level, and average
performance in vision and strategy, stakeholder satisfaction at the supplier, community and
people level. For the dimensions of performance management and reward system the

organisation was assessed to have performed poorly.

To answer the primary research question, it is evident that the prevalence of high performance
organisational culture characteristics does exist to a large degree in the organisation when
considering ten of the twelve dimensions assessed. Those characteristics relating to the
dimensions of leadership, core capability (organisation, group/team and individual level), policies
and procedures, and stakeholder satisfaction at the customer level manifested extremely
positively while characteristics related to vision and strategy, stakeholder satisfaction at the
supplier, community and people level was evident to an average degree. The organisation
performed poorly in those characteristics related to the two dimensions of performance

management and reward system.
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Table 6-1: Prevalence of high performance cultural characteristics
Dimension Total Characteristics | Score Assessment
characteristics with strong
per dimension performance (B/A, | >80%, Excellent
(A) (B) %) 70 - 80%, Good
50 - 70%, Average
< 50%, Poor

1. Vision and strategy 6 67
Leadership 86 Excellent
Core capability at 7 71 Good
organisation

4. Core capability at 7 6 86 Excellent
group/team

5. Core capability at 9 9 100 Excellent
individual
Reward system 5 0 Poor

7. Performance 7 29 Poor
management
Policies and procedures 100 Excellent
Stakeholder satisfaction: 100 Excellent
customer

10. Stakeholder satisfaction: 4 2 50
supplier

11. Stakeholder satisfaction: 3 2 67
community

12. Stakeholder satisfaction: 11 7 64

people
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6.3.2 Effectiveness of high performance culture dimensions

To address the sub-objectives of this research study the following secondary research questions

were formulated which are subsequently discussed:-

e To what extent is the organisation’s vision and strategy aligned with high performance
culture in the sales team?

e To what extent is leadership behaviour aligned with a high performance culture in the
sales team?

o To what extent is the core capability present at organisation, team and individual levels to
support a high performance culture?

e To what extent is the organisation’s reward and performance management practices
relevant to the sales team?

e To what extent does stakeholder satisfaction feature as part of the culture in the sales

team?

6.3.2.1 Effectiveness of the organisation’s vision and strategy and organisation’s

leadership behaviour in establishing a high performance culture in the sales team

Characteristics of the vision and strategy dimension in which the organisation performed strongly
included: having a balance between short term and long term goals, level of employee optimism
about management plans for the future, level of employees’ inspiration about management’s
vision, and management’s belief in the future of the organisation. There are two characteristics
that require further attention and improvement which relate to the effectiveness of communication
on the strategy of the organisation, and alignment between people development initiatives and
business strategy. Within this context, and considering that business strategies have a significant
positive link to job satisfaction, organisational objectives, and job and organisational performance,
it can therefore be concluded that the organisation’s vision and strategy is effective in establishing

a high performance culture in the sales team.

Characteristics of the leadership dimension in which the organisation performed strongly include:
employee’s belief in management’s ability to lead the organisation into the future, level of
management influence on employees to commit to change, management’s display of
organisational values, management’s acceptance of high performance levels, management’s
openness to new ideas, and management’s passion for the company’s brand. It is evident that

the organisation is in a very strong position relating to TL leadership characteristics being
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displayed and experienced by employees in the sales teams which will positively affect job
performance, firm performance, reduce employee turnover and improve talent retention. One
characteristic that warrants further attention and improvement relates to creating a “fun” working
environment. Within this context, it can be concluded that the organisation’s leadership is highly

effective in establishing a high performance culture in the sales team.

6.3.2.2 The core capability present at organisation, team and individual levels to support

a high performance culture

At the organisation level the organisation performed strongly relating to a culture of trust, the
importance of diversity, employee learning opportunities, and the benefit derived from a
competitive environment. Organisational benefits of trust manifest in productivity, employee job
satisfaction, reduces job turnover, and generally results in happier and healthier employees.
Diversity contributes to the organisation’s overall capability through diverse thinking and
perspectives, ultimately resulting in increased organisation performance. There are two
characteristics that require improvement and relate to the level of communication effectiveness

on the organisation’s financial standing, and willingness of employees to put in extra effort.

At the group/team level the organisation performed strongly relating to new or innovative ways of
working, understanding of goals, sharing of ideas, extent of mutual respect and support. Positive
research findings indicates an environment of teamwork in which employees feel free to discuss,
challenge and seek new work methods and approaches. Intrinsic factors such as professional
respect, personal development and growth, performing work that is enjoyable, and learning
something new has a positive impact on employee motivation and performance. There is one

characteristic concerning job related communication that requires improvement.

At the individual level the organisation performed exceptionally relating to empowerment,
competence, resilience, responsibility and accountability, initiative, working conditions, and work
relationships. These characteristics make the current sales team assets to the organisation and
improve the competitive position of the organisation. Therefore, it is imperative that the

organisation continues to retain and nurture this capability.

It can therefore be concluded that the organisation has, to a large extent, the requisite core
capability at all three levels (organisation, group/team, and individual) to support a high

performance culture.
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6.3.2.3 Effectiveness of the organisation’s reward and performance management

practices in the sales team

Characteristics of the organisation’s reward system indicated major deficiencies or negative
perceptions held by employees. This dimension requires urgent management intervention to
assess the organisation’s reward system and address these concerns considering that a sound
organisational financial reward system positively influences: employee’s willingness to put in extra
effort; levels of innovation, customer centricity, financial outcomes and organisational
performance. Non-financial rewards (praise and recognition) also have an important and
constructive effect on employee performance and suitable initiatives should also be considered

for management action.

In terms of performance management, there are two characteristics in which the organisation
performed strongly and relate to receiving of honest performance feedback from management,
and the level of accountability awarded to employees for meeting their goals. However,
characteristics requiring improvement relate to more consistent agreement and setting of
employee performance goals across the team, meaningful and frequent discussion of career
paths, rectification of misalignment between employees self-view of performance and actual
awarded performance rating, and addressing insufficient work performance feedback.
Improvement is required in this dimensions considering the undisputable positive link between

effective performance management and key business performance metrics.

It can therefore be concluded that the organisation, to a large extent, lacks an effective reward

system and performance management system.
6.3.2.4 How stakeholder satisfaction features as part of culture in the sales team

Regarding customer stakeholder satisfaction the organisation performed strongly relating to all
characteristics of the customer stakeholder dimension indicating that the organisation is highly
customer centric taking customer needs and feedback into consideration as a vital part of its

business operation, while not abusing its positional power towards its customers.

Regarding supplier stakeholder satisfaction level characteristics that require improvement relate
to the involvement of suppliers in business decisions and the importance of supplier feedback.
Involving suppliers in certain business decisions can assist with identifying optimisation
opportunities on the front end of the supply value chain. Characteristics in which the organisation

performed well relate to not abusing its positional power towards its suppliers and the importance
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of suppliers as business partners. These positive research findings are important since

maintaining healthy supplier relationships are key to long term business viability for both parties.

Regarding community stakeholder satisfaction characteristics the organisation performed
strongly relating to the company’s contribution to community development and the extent to which
the organisation behaves in a social responsible manner. Operating in a socially responsible
manner enhances the company’s brand and reputation with positive community development and
relations being a key part of ensuring business sustainability. There is one characteristic that
requires improvement and relates to encouraging employee involvement in community upliftment
initiatives. Employees are often brand ambassadors and the organisation should evaluate

leveraging this opportunity to further enhance its community development status.

Regarding the people (employee) stakeholder satisfaction the organisation performed strongly
relating to job employee fit, high levels of work interest, good organisation employee relations, job
relation to business success, BEE initiatives and communication, and the organisation’s positive
work environment. The latter characteristic is where most employees indicated that they would
recommend the organisation to others as a place to work. Employees’ satisfaction is largely
influenced by management and these findings are testament to the behaviour and leadership
capability of the organisation’s management team. Characteristics which require improvement
relate to more encouragement for a healthy work life balance, making the work environment a
“fun” place to work, the level (extent) to which the organisation looks after its’ employees, and the
organisation’s proactive stance regarding its employment equity practices. A healthy work life
balance is critical to ensure that employees are not overworked, do not experience burnout and
ultimately maintain employee satisfaction levels. The level to which the organisation looks after
its employees is related to a number of factors such as work life balance, and the organisations’
reward system and interventions addressing these areas will address this result. Employment
equity is an important initiative within the local South African context and benefits from a diverse

range of ideas and views can lead to robust discussion, innovation and business growth

It can therefore be concluded that customer stakeholder satisfaction features to an extremely
large extent as part of the culture in the sales team. Supplier, community, and people stakeholder

satisfaction features as part of the culture but to a much lesser extent.
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6.4 RECOMMENDATIONS FOR MANAGEMENT ACTION

Arising from this research study, the following recommendations are proposed to inform
management action which will comprise specific initiatives to preserve and build on a set of
selected high performance organisational culture characteristics which enhance performance,

and initiatives to address those characteristics which are impeding performance.

To avoid losing sight of or neglecting the characteristics in which the organisation performed
strongly, it is recommended that management consciously continues with current practices,

initiatives, and behaviours which reinforce and support the following characteristics:-

e Vision and strategy - ensuring a balance between short term and long term goals,
maintaining the level of employee optimism about management plans for the future,
maintaining the level of employees’ inspiration about management’s vision, and continuing
to visibly demonstrate to employees management’s belief in the future of the organisation.

e [eadership — continue with TL behaviour that supports employee’s belief in management’s
ability to lead the organisation into the future, continue motivating employees to commit to
change, demonstrating management behaviour that supports the organisation’s values,
continue to drive high performance levels, continue being open to new ideas and to
demonstrate passion for the company’s brand.

e Core capability of the organisation — cultivating a culture of trust, supporting the
importance of diversity, creating employee learning opportunities, and maintaining a
competitive environment.

e Core capability of the group/team — encouraging new or innovative ways of working,
communicating and discussing team goals, creating a comfortable environment to share
ideas, and maintaining mutual respect and support.

o Core capability of the individual — empowering employees, continue with training and
development initiatives to enable competence, and perpetuating an environment that
supports resilience, responsibility and accountability, initiative, working conditions, and
work relationships.

e Performance management — continue to offer honest performance feedback, and maintain
the level of accountability awarded to employees to meet their goals.

e Policies and procedures — continue to maintain the level of communication and application
of policies and procedures relating to procurement, ethics, health, employment equity, and
disciplinary processes.

e Stakeholder satisfaction: customer - driving and maintaining a highly customer centric

environment.
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e Stakeholder satisfaction: supplier — continue to not abuse its positional power towards its
suppliers and maintain the importance of suppliers as business partners.

e Stakeholder satisfaction: community - maintain the company’s contribution to community
development and the extent to which the organisation behaves in a social responsible
manner.

e Stakeholder satisfaction: people — maintaining job employee fit through high levels of work
interest, professional and healthy organisation employee relations, communicating and
highlighting job relation to business success, supporting BEE initiatives and

communication, and in general the organisation’s positive work environment.

From the research study improvement areas were identified and are listed in order of priority
based on the potential impact of the improvement areas on a high performance culture, with

recommendations proposed for management action.
6.4.1 Reward system

Assessment of the organisation’s reward system indicated major deficiencies or negative

perceptions held by employees. It is recommended that:-

e To address the perception of inequitable benefits at the same level, the organisation
should commence a salary comparison exercise in which the remuneration packages per
level are compared. Any discrepancies should be addressed to equalise salaries.

e To address the perception that employee remuneration does not match job
responsibilities, a market related salary comparison should be initiated. The result thereof
will inform the market competitiveness of the salaries on offer, and inform any adjustments
that may or may not be required.

e To address the concern of performance not matching rewards, the organisation needs to
introduce a robust performance management system (refer below for detail) which clearly
defines employee KPIs and how these KPlIs translate into rewards.

o To address the lack of recognition and praise for work well done, non-financial rewards
such as praise and verbal recognition can also have an important and constructive effect
on employee performance. It is recommended that recognition and praise is adopted as a
formal agenda point in meetings to create the necessary reminder and awareness to
recognise employees. Sessions such as a “town hall” session, where all sales employees
are present, present an ideal opportunity to recognise employees in the presence of their

peers which can also assist with increasing employee motivation levels.
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6.4.2 Performance management

Assessment of the organisation’s performance management system indicated deficiencies.
Urgent management intervention is required considering the undisputable positive link between
effective performance management and key business performance metrics. It is recommended
that:

e To ensure consistent agreement and setting of employee performance goals it is proposed
that a standardised performance agreement template is developed which contains all
relevant key performance indicators (KPIs) which should be populated for each employee.
KPls should be clear and follow the “SMART” (specific, measurable, achievable, realistic
and timely) principle. A clearly documented performance agreement for the period will also
avoid any misunderstanding between employees self-view of performance and actual
awarded performance rating. Further, to avoid any misalignment between performance
and financial rewards, KPlIs should also clearly translate to the rewards on offer if the KPls
are met.

e To address the concern related to insufficient work performance feedback, part of the
performance management process should include formal quarterly performance
assessment discussions where the employee and manager engage to assess
performance. Management should provide progress feedback to employees indicating if
the employee’s performance is below expectations, acceptable, or exceeding
expectations.

e To address the concern around meaningful and frequent discussion of career paths, and
alignment between people development initiatives and business strategy it is proposed
that career path ladders are formally developed for sales individuals to enable constructive
people development initiatives and career path discussions. Career path ladders should
indicate the full range of advancement options and requirements (skills and experience)
for the different sales positions in the organisation. These career path ladders should take
into consideration the requirements of the organisation’s business strategy to ensure that
a pipeline of suitably skilled and experienced employees are ready and available to fulfil

future organisational requirements.
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6.4.3 Work environment

Creating a “fun” work environment featured in the leadership and stakeholder satisfaction: people
dimensions. Considering that this research has been conducted in a period affected by the Covid
pandemic which has necessitated that employees work remotely and with less social interaction,

it is recommended that:-

e Timeslots are intentionally created for on-line social events where employees can get
together and converse informally and have social discussions that are ideally not work
related. For example, there are companies who offer virtual team building exercises which

can be considered.

The need for a healthy work life balance featured in the Stakeholder satisfaction: people

dimension. It is recommended that:-

e A resource loading assessment be completed per employee to understand which
employees are overloaded and which employees are under loaded. The result of which
will enable resource balancing to occur where work can be redistributed to balance work
load more evenly and address certain employees being overworked.

¢ Management be more open and considers flexible work arrangements relating to place

and working hours, subject to the organisation’s business needs.
6.4.4 Level (extent) to which the organisation looks after its’ employees

The level (extent) to which the organisation looks after its employees featured in the stakeholder
satisfaction: people dimension. The level to which the organisation looks after its employees is
related to other factors such as work life balance and reward system and any interventions

addressing these areas will also address this concern. In addition the following is recommended:-

e From an empathetic perspective listen to employees to understand their concerns and
challenges and then provide the right support needed. This forms part of meaningful
relationship building and getting to know employees on a level beyond just related to work
output.

e Hosting “wellness” days periodically throughout the year with the intention to educate
employees on health related practices and also to provide medical screening services

such as blood pressure, sugar levels etc.
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6.4.5

Communication

Communication featured in three dimensions including: vision and strategy, core capability of the

organisation and core capability of the group/team with specific concerns relating to ineffective

communication on the strategy of the organisation, communication on the organisation’s financial

standing and job related communication. Therefore, specific communication targeting these

aspects are being requested by employees. The recommendations include:-

6.4.6

Quarterly “town hall” sessions be held where all sales employees are invited in which
tailored communication is shared on the strategy of the organisation and the organisation’s
financial standing. This is an opportune time to share and provide feedback on the
organisation’s KPIs so that employees are aware of financial and other pertinent business
status information.

Monthly localised team meetings be convened where line or regional management shares
and discusses pertinent job related communication. This platform will allow for open
dialogue for employees to seek clarification on job related matters. Support functions
representing human resources, information management and the financial department

should be present to field any related questions.

Involvement of suppliers in business decisions and the importance of supplier
feedback

The involvement of suppliers in business decisions and the importance of supplier feedback

featured in the Stakeholder satisfaction: supplier dimension. The following are recommended:-

Relating to supplier input into business decisions, the organisation should ensure that
service level agreements (SLAs) are clear that stipulate targets and performance
standards. Further, the organisation should include in SLAs certain supplier
responsibilities that are beyond the product or specific service being procured. For
example, the organisation may consider including in supplier SLAs supplier
responsibilities such as advising on emerging market trends that can affect the
organisation in the short and medium term.

Relating to the importance of supplier feedback, considering that the organisation is
extremely customer centric the same approach should be adopted for suppliers. Supplier
feedback should be treated and actioned in a similar manner. Therefore current customer

centric practices should be adopted for suppliers.
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6.4.7 Employee involvement in community upliftment initiatives

Employee involvement in community upliftment initiatives featured in the stakeholder satisfaction:

community dimension. To improve in this area, it is recommended that:-

e The organisation encourages employees to be brand ambassadors by sponsoring
employees with organisation branded memorabilia which can be distributed at community
development initiatives by employees.

e The organisation allows employees “special” leave, limited to for example 2 days per year,

to participate in and support community development projects.
6.4.8 Employment equity practices

More proactive behaviour relating to the organisation’s employment equity (EE) practices featured
in the stakeholder satisfaction: people dimension. Within the context that the organisation
subscribes to diversity and regulated employment equity practices the following is

recommended:-

e The organisation more proactively publishes its progress with regards to meeting its
employment equity commitments. The EE progress can be part of the organisations’ KPls

which should be shared with employees at the “town hall” sessions.
6.4.9 Willingness of employees to put in extra effort

The willingness of employees to put in extra effort featured in the core capability of the
organisation dimension and is considered an outcome of other factors such as the performance
management system, reward system, extent to which the organisation looks after its employees

and the work environment. Therefore, no specific additional recommendations are proposed.

6.5 MANAGERIAL IMPLICATIONS

The managerial implications of this research study are significant. This research has made it clear
to the organisation how the organisation compares to a set of selected high performance
organisational culture characteristics (as part of twelve dimensions) and which of those
characteristics need to be reinforced by management to establish or continue to support high
performance in a sales-driven environment. This study has provided insight into organisational
cultural factors that should be enhanced, prioritised, and/or addressed to sustain and elevate

organisational sales performance. Further, this study also revealed the degree to which this
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company complies with a high performance culture, thereby creating the necessary awareness

and inform action by the organisations’ management for improvement and to reinforce positive

areas that support a high performance culture. One of the main benefits of the study is to

ultimately improve the performance level of sales personnel and thereby improve business

profitability and sustainability, and create shared value. Other organisational benefits include

reducing sales personnel turnover and retaining key sales personnel by creating an environment

for these individuals to thrive in.

6.6 LIMITATIONS OF THE STUDY

No study goes without limitations as there are always some uncertainties to deal with. The

following limitations were present in this study: -

The research data gathered from respondents completing the research instrument
(questionnaire) were not independently verified and the data will have to be taken at face
value.

Lack of resources, due to COVID 19 implications limited the scope of this study to the
single organisation within a wider group of similar companies. The study scope could not
include the wider group of companies due to demographics which would have extended
this research study duration beyond the required timeline.

Considering the relative small sample size and that the survey was limited to the
population of sales personnel of a single private organisation operating in the chemical
and energy sector in South Africa, the findings of this research study cannot be

generalised beyond the organisation of interest.

6.7 DIRECTION FOR FUTURE RESEARCH

During this research study the following areas have been identified for future research:-

Further research is needed to explore the effect of high performance culture dimensions
on each other considering that certain dimensions like vision and strategy and core
capability at the organisational level were moderately to strongly associate with each of
the other eleven dimensions. Future research would be beneficial in assisting to prioritise
high performance culture dimensions.

Relatively little research is available on how customers and suppliers as stakeholders

could be incorporated into an organisation’s decision making process to effect
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organisational improvement without losing any of the organisation’s competitive
advantage.

o Relatively little research is available that proposes a model linking an organisation’s
reward system to the organisation’s performance management system in a sales context.
Considering that both these dimensions are related, any future research would be
beneficial to tactically direct organisations as to how to systematically develop these

systems.

6.8 FINAL CONCLUSION

The study was successful in addressing the research problem and addressing both primary and
secondary research objectives. The study demonstrated that high performance organisational
culture characteristics are prevalent in the organisation, to a lesser extent in certain dimensions
and not at all for the reward system dimension. Based on the study, it is asserted that
characteristics relating to the dimensions of leadership, core capability (organisation, group/team
and individual level), policies and procedures, and stakeholder satisfaction at the customer level
manifested extremely positively in the organisation, while characteristics related to vision and
strategy, stakeholder satisfaction at the supplier, community and people level was evident to an
average degree. The organisation performed poorly in those characteristics related to the

dimensions of performance management and reward system.

Further, it can be concluded from the study that the organisation’s leadership is highly effective
in establishing a high performance culture in the sales team, that the organisation has to a large
extent the requisite core capability at all three levels (organisation, group/team, and individual) to
support a high performance culture, that the organisation lacks an effective reward system and
performance management system, and that customer stakeholder satisfaction features to an
extremely large extent while supplier, community, and people stakeholder satisfaction features to

a much lesser extent as part of the culture in the sales team.

Finally, as part of this study practical recommendations have been made to inform action by the
organisations’ management for improvement and to reinforce positive areas that support a high
performance culture in the organisation. No study goes without having some limitations and in
this study the biggest limitation is beyond anyone’s control — the COVID 19 pandemic and its
influence on a broader population and the actual number of respondents. Due to a relative small
sample size the findings cannot be generalised. However, the sample size was adequate to

produce valid and reliable results to the selected organisation.
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ANNEXURES

ANNEXURE A: COMPANY PERMISSION LETTER

@ 1 Pinglands Hill Business Park
, — Maxwell Dvive, Founders Hill
. L Sauth &frica

A T+I7 1971 0400
WATER

Dear Sir/Madam,

This letter serves to confirm that Mrs. N. Moodley (student number 37079018), as part of her MBA
research study at North West University, has permission to conduct her research study titled
“Assessing the prevalence of a high performance culture in a selected sales-driven organisation
in South Africa” within the AECI Water (Improchem) organisation. She will be granted access to

the sales personnel as required to conduct her research.

Mr D. Mulqueeny

Executive AECI Water (Improchem)

Date: 05 March 2021
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ANNEXURE B: DATA COLLECTION INSTRUMENT

Assessing High Performance Culture

Questionnaire
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PURPOSE OF THE QUESTIONNAIRE

The guestionnaire is designed to assess high performance culture and will assess how well your crganisation performs
against each of the dimensions of a theoretical model.

STRUCTURE OF THE GUESTIONNAIRE

There ars no right or wrong answers. The ressarcher is only interested in your perspective to each of the guestions.
Pleass feel open to answer as honestly as possibls,

‘fiour individual response will be treated confidentially. Ne one will be identified as an individual in any way. PLEASE DO
HOT WRITE YOUR NAME ON THE GUESTIONMNAIRE.

The questionnars has been designed to take approximately 20 minuies o complete.

HOW TO COMPLETE THE GUESTIONNAIRE

The guestionnaire consists of two sections: Section One asks for Biegraphical information and Section Two
consists of the questionnaire items.

There are 77 items in Section Two. Read each question carefully and decide on your response. Mark your response
clearly as demonstrated below:

T_ ot T T T 5
consldensd Congldersd
atall foal
axt
To what extent is your organisation considered x

to be world class?

Only one response is required for each gquestion. Please answer all questions.
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ETHICS INFORMED CONSENT

Dear Participant

This Informed Consent Statement serves to confirm the following information as it
relates to the officially approved research project at the North-West University on
“Assessing the prevalence of a high performance culture in a selected sales-driven

organisafion in South Africa”.

1. The sole purpose of this study is to obtain information from sales people like
yourself to determine how you perceive and interpret characteristics that
support a high performance sales culture.

2 Participation is completely voluntary and you may withdraw at any time. You
may also decide not to answer specific questions.

3. It will take approximately 20 minutes to complete the questionnaire.

4  The procedure to be followed is guantitative research design, which entails a
questionnaire. Basic background information will be asked e.g. your age, and
related experience to the topic.

5. Confidentiality of the data is guaranteed and only the combined results will be
used for research and publication purposes.

g. The data gathered from the questionnaires will only be used for research
purposes and to inform management improvement actions. If required
parficipants can request access to the data.

7. Please note that there are five classifying variables in Section 1 (age band,
sales experience, sales role category, gender and region) which will be used
only to profile the respondents who participated in this study. It may only be
used in comparative analysis to distinguish certain trends. Note that only the
combined results will be used and at no stage will any specific respondent or
hisfher data entry be isolated and analysed.

8. Also note that this study does not have a correct or incorrect answer to any of
the guestions. This means that in comparing profiles of respondents, there is
not a comect or incorrect profile regarding characteristics as experienced.
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1. Please indicate your consent

| hereby give my consent after having read the above

information that my data may be used as stated above.

YES

Thank you for your time.
Student: Supervisor:
Marisha Moodley (082 8005175) Prof. ¥vonne Du Plessis

Narisha moodley@aeciworld.com
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Pleass indicate your Sales position role categony in the onganisation
Pleas= mark the applicable box

HEAD OF 3ALES

BUSINESS MANAGER

BUSINESS DEVELOPMEMNT MANAGER

ACCOUNT MANAGER

SERWICE SPECIALIST

O|00|0 O

Please indicate your sales work experience (years)

Pleas= mark the applicable box
SALES -5 E- 10 11-15 16 - 20 =20
EXPERIEMCE
rs) O O O O O
Please indicate your gender
Please mark the applicable box
MALE O
FEMALE O

Please indicate your age group
Please mark the applicable box

13-24 O

25-30 O

31-34 O

Please ndicate the region in which you pormanly work

Please mark the applicable box
Wested Easl:emo Morth Free Kwazulu GartengO Lm;q;an Mpuﬂalarg{j)
Cape West State Matal
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VISION & STRATEGY

How open |s your Immediate manager 1o naw
Ideas?

L Very pesr i A Fairly' Well | & & Vory well
7. How well do=s managemsant focus simuRansously on long
tem sustainabliity 35 well as shor term goals? O O O Q O
1. Mory L A Optimstie | & S Mery
& How optimistic are you about managament plans for the penimbtic sptimisiic
e |0 Ol OO
L Totslly i A Sofficksi | & 5 Highly
9. How sUMclent Is CommUNIcaton on the organisation's I ot Zufficioed
= Q| 0| O] O O
L Toially L L fnspined & A& Highly
0.  How Inspired are you about top management's vision for | smiepieed ol
E ©Olo|o|o|0
L. Dogn med i 4 Deen Boliowe | 4 & Strvagly
11.  How strongly does your manager believe that there's a Bclice Beclicroy
M O] O O] O | O
L Feartr L A Aligned & & oy well
12.  How wel are the peopie development strategles aligned | sl el
with the croanisation’s business srategy? O O O O O
LEADERSHIP
1. D msl T % Fair Belied | & 5 Blwve 1ers
13.  How strongly do you believe that management wil ilbeiaal Anas
successtuly lead the organisation Into the fulure? O O O
1. Ne i A Dem EN A High
14, How much does top managemeant encourage employees fo | SRcesresemei Enceurepement
become committed to change? O O O
I Do net X L Gomemly | L = Sirvagh
15.  How strongly do=s fop managament embrace the smsbrace at 2l smbrace
organisation’s valuss? O O
1. Nrver N L Conerally i
16. Towhat sxtent does top managemsant accept only the
pesr? O O
Lbstepena | L L Opm 4

10

1. 3 & Pandoasic i
18. How passionate ks your mmegiate manager aooul creating | Rt
a Tun working enviranment? O O
1. Mat i [ ———

How passionate ls your Immetiate manager about your
company’s brand?

ol

O 10 O |0 O |0 O

ololololoe|o
olfalfofolio

b




CORE CAPABILITY - ORGANISATION

L% i ull F L Thecn exhi £y 5 Vaaslarpe
20. Towhat exient Is the culbure of your organksation I I ' I sturs '
descritad as nustwortny? ) L (L ) (L
ragi 3 _ i Fairhy mpartaft 4 L W .
21. How Impoitant I respecting diversity In your organisation? | imporisate, i [ () importsme
= L) oy oy o e
3 A Sufficeni & A Highly
22. How sufficlent Is the commumication of ihe organisations | neaffict _ _ — afficiond
financlal sianding to all empioyees? Ty |: :| |: :| 0 { :|
ey = — A _
1. Mai willing L X Cenerslly 4 5 Very wiling
23. How willing are the people In ihis organksation o go wall Ii_:l - N -
the axtra mile? L _ (_:' S (_:'
1. Piak HE — % Fairh i — ERTT—
24, How trustwaorthy IS managemeant In your arganksationy toupeian o [ [ F T T |
e L L Y i
i. Mever N L GConerally 4 & Alwav
25. Towhat exiznt does your arganisation ensure dat . _ _ — _
employees are provided with leaming opportunites to do [ ) ) i) [
thalr oo Detter? S Ry Ry o Ry
1. Mai x L Bemeiicsl i £ Very
25. How beneficlal ks the compeditive environment for the bome il a2l — — — bone fclal
employees In your organisation? Y [ [ [ |: :j
i
o S R by _
CORE CAPABILITY - GROUPITEAM
1. Mrver N & Fuarly 4 L Alwavs
27. HOW amen does YOUr bEam Se2K New ways of 5oing mings? [ Yy i Yy Yy
S oy A oy W S
1. Ma L _ A Fair _ 4 5 Very geod
28. How well does your beam understand thelr goals? understundiny { :' Ln :j"" L e iy
s - Nt
1. Piat Troe_mi N A Camarslly Fros| 4 5 Ver B
23. Towhat exiznt are your colleagues/pesrs ree 1 shars -. - — _ _
ihelr suggestions with managemant? |: :| |: ::| |: ::| [ Yy
- - - e N
1. Ma respeci N 3 Fuir resparci | 4 & High respact
. anwrzfl;r:;enl ?D Euﬁs{s and employess raspect gach = Ii_:l ) . o
pinars rant Interssts 7 . _ \_/ ) )
L Wery pasr F3 & Fairly Well | 4 & Vo well
3. How well are empioyees kept up-io-date on matbers that - . . - -
affect thelr jobs? (: :I [ [ |: ::I %
— L L - Ly
iMewppert [ L Falredesd [ 4 Slargm
32. Towhatexient do your feam members sUpgon each ather? (Y ( ::| ) ( :I mmppur ( :|
o - o - -
LBsrpgest [L AL Fair roapect | 5 5 High respoct
33. Towhat exient do your i2am members respect each ofhar? Oy I: ::I [} (Y I:: :I
. _ oy o =
CORE CAPABILTY - INDIVIDUAL
1 Hag F3 4 Fairks i A Highly
34, How empawerad are you to ke contnol of your own - — -~ . sl
develgpment within your organisation? ] O ) L [
L o L b Ly
L A Ealleve ES 5 Balievs vory
35. Towhat exient do you belleve that you hiave the relevam Rl et il i
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compelence to meet the challenges of your job? I: ::I T P T s
- I'“h--’l IM_,-"I IM_-’I In_,rl
1. Mai coping r & ':;glﬁl: - 5 very
35. How well do you cope wih your curment workioad? li-l-ll( ::| Y {1 {1 =l
_ Ly L L \_J
1. Mai waifnflod L X Smtsfied 4 5 Highly
7. I-hl.uhsgba‘led EmzI you with the E;r-:ll.nt of responsiolity that | =tsl ,e—w.,LI I_a—-.,l Iﬁl |rl_H-| “"J"‘:" "
you hawe been given In your job? w, \_ \_/ W, |h_;|
1. Mave X . s Sometimen | & _ £ Alwavy
38, Towhat extent do you wse your Initiative at work? £ ( :| Y |:: :| h
e — e - oy
1. Mat 3 _ & Fairty A _ 5. Highly ]
3. How accountable are you for the quallty of your work? wi : |:: :| 4 b |:: :| il
- - WA — M
1. Tatally N L Fuirly 4 5 Highly
40, How sufficlent are your physical working conditions je.g. inm#ficient . Smfilciom _ ruffciem
workspace, heat, light, noise ata)? [} [ |:: ::| |:: ::| |: ::|
oy i — — —
1. Bpver FY L Samaotimem | 4 A Ajmyuy
41. Towhat exient are you encouraged 1D come up wih T — - — -
nnavative solutions bo waork-relaied sswes? ! | | | |’f 5‘| | | |f H‘|
St L L L L
L Hegmtive F3 _ A Fair_ & A Peaiting
42. How posKIVE are yOUT work relationships? iy [ [l Ty Yy
o S e o o
REWARD SYSTEM
Mg 3 Srama Emplayed o 5 all
43, Towhat sxent do all employess at the same level recelve | ssukoso P i = impheo
equitable bensfts In your organisation? ( :| ) S l::_:j I: :I
T L Maced |4 . Flaiched
44 Towhat axant does your iotal remuneration package jeg. | dmeiched _ _ ey weell
salary, bonus or'and Incentives) match the responsibiities s L L s T
that you have? n_,rl N S ) W
L Dipeer F L Ceonsrully i A Almguy
45 How ofien are peopie, In your organisation, wha perform - - - - -
well, rewarded accordingiy? |: ::l |:: :I |:: :I (: :| |:
1. Mt st i i 3 amctimes 4 5 Censivicmily
45. How ofien have yau, in e |35t gl Tﬂnﬂ'—i.:&:E‘IE-: I,a—nl ) |f_“| . e
recognition for work that you had done wellT - w, L/ ) |\‘_J|
1. Mrver L X Semstimen 4 _ 5w
47. How Onen do you receive praise when you 0o 3 good [obT ( ::I |:: ::I £y Yy ™
- - o e R
PERFORMANCE MANAGEMENT
1. Ma x A Sema a4 5 Full
43. Towhat extent have your goals been agreed to with your ’:f‘_“::‘ . ’-IF"‘D.?" I,e—nl L
manager? [ |: :|
3] I\_‘___.-I \ L L _
1. Very sbdom | L L Conerally 4 & Very shon
43. Towhat exient does your direct manager give you honest _ _
positve and negative feedback reiated 1o your iy 0y y iy i
F‘Er’l:l"'l"amE? o L A S b
1. Very pearly X L Average L £ Vers well
0. g;z::_ljl does your organisation condust fair performance S IJ,_,_'LI |ﬁ| I:_:I If_nl
! A Ly L — e
1. Péui it wll N L Fairlysfm | & & Conmviomily
51. How ofien, In the |3st slx months, has your career path in - - — — -
the organisation been dscussad? 0 (: :| [ [ |: ::|
L — - L —
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)

L &, Siren
e T— = = soumagh
52. Towhat extent do you belleve that your performance s belime Yy |: :| [ i el ]
Inkeg 10 3 Qood perMmancs rating? ey - B e o
1. Pt z % Fairh i % Highly
Excsupiable —_ Acceunisbe Eccammiably
53. Towhat sxisnt doss your organisation kesp you i . P — —
accouniable for mesting your goals? |: ::| P [ i ]
_ e L Ly Ly
L Totslly F3 AL Faxly 4 5 Highly
54, How sufficlent is the feedback you recelve reganding your | inefics - ffchunt - suflicigpt
work periomance? [ [ |: ::| i [
Ly iy - ey S
POLICIES & PROCEDURES
1. et clowr sl L 4 Fuirty Clewr | 4 2 Friremely
55. Towhat exient are the company policies and procedures = o £ T T glowr o,
CiEarty commnicated to our team? o/ L/ ) W/ .
. Pomcy S & Adoquately | & 2 Apglicd rory
55. To'what extent are the sta procurement procedures mpplled o _ — zell —
applied Tairty In your organisation? |:: ::| [ 0y |:: ::| 0
- e p— - —
1. Dan'i s x lll.l-l_u_:n:nd 4 _ %, Llpsderniznd
57. How well do you understand the company's efhilcs pollcy? | sl u () i ™ o mall
M L Ly Ly L
1. Mai- r L Fairls 4 5. Highly
583. How committed Is your crganisation with a clear policy and | commbied cammited |
commitment towards deallng with HIV/AMS In the I—“_‘hl I-“_‘hl I-“_‘hl If_“hl =
warkplacs? Ly L L L ':_:'
1. Vory poar r L Fairk Wi 4 £ Vory well
59, How well do you understand the Ink between Employment — - o - -
Equity plans and business success? L L 'n_,rl I:_:I {_:I
1. Pesrty S L Fuireoest | 4 5 applicd very
£1. Towhat exient are the disciplinary procedures applied mmplicd - - =l
TEHT".D 2l Er"IF'EI:f'EECE-? |f H'| I{- -HI If 1-\I\'I |ﬂ| |rl ‘1|
Ly ey oy Ly Ly
STAKEHOLDER SATISFACTION - CUSTOMER
L Taislly L A Faiirly A E S 5 Very
£1. How accurate s the feedback from cusbomers to your m;_E_;l: S~ — s e
prganisation? (] L [ [ ( :|
L o L - _
L Dig vuleg L L dverage Vabse| 4 . Fligh vaiae
62. Howm Jﬂ:l VANE 0085 YOUT IMganIsation place on cusiomer ™ I::—) ™ — o
feedback” ) ~ (L ) (L
1. M s L CSemibmem 4 & A lwavn
£3. Towhat extient does your organisation conslder the D _ Eomsidored
cusiomers’ neads and expectations when making Yy [ F Pt ™
gegisions? e Ry v I'u_.-'l L)
1. Scldom s L Cenorally 4 & A lwavn
£4. Towhat exient does your organisation ensurs Mat its _ _
products and serdoas meet the requirements of the [ Ty T o —
customer? _ ./ L, W, |: :|
1. Han nat s L Fairly 4 & Taially
£5. Towhat exient has your seganisation refrained from el _ i — L
abusing Its powenpostion fowands Its cusiomers? Y i |: :| N iy
W ot = Nt Wt
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STAKEHOLDER SATISFACTION - SUPPLIER

LBever 3 L Semwiime | 4 T Alwaes
65. Towhat exient does your organisation allow s suppilless to Ty Ty Yy Ty T,
participats In business decisions? W N \_/ W W
1. Has mai N 3 Fuariy A 5 Toisly
67. Towhat extent Nas your organisation refrained from e — _ “‘f"‘.‘:‘“ _ “h;dn
abusing Its powenposition fowands is suppliers? £ iy (] |:: ::| i
oy e et — oy
1. M vadue x L Aversge A & High valus
£3. How much value does your onganisation place on suppller — ) ¥ I:FHI ' o
feedback? - L \_ N/ L
L Pis mphasis | L A Average 4 A High
58, How much emphasls does your company place on s Fa Fa .  ———
sUppliars being Imponant pariners In thelr business? L) L) i i)
A A _ o P,
STAKEHOLDER SATISFACTION - COMMUNITY
1. Pai F3 4 Fairk 4 A Exiremely
70. How significant s your company's contibution to the slgnificani S Spnifican o Semificent
development of the community? [ [N L) L) [
L e ot St L
1. Mai evideni X L Fairty A &
71. Towhat extent does your arganisation 2ot In a socially ™y P Exjdaut = g
responslble wayimanner? S W ) (_) ':_:'
1. Ma x & Averuge £s 5 High
72. Towhat sxient does your organisation encourage sncearmecmni — e e - snceurecomai
empioyaes bo becomE Involvad In community uplinmant? () 1 O I: :I [
Py e B’ = Py
STAKEHOLDER SATISFACTION - PEOPLE
1. Mg i &, AvemgE £y 5 High
3. Towhat exiznt does your organisation encowrage a healtny | meScseom = e ~ mesupement
balance between wark and e lssues” O ( ::' L ': :j 0
p— - - - L
1. Taislly 1 3 Fairty Satinficd | 4 & Exiromdy
T4. How satisfied are you that your job gives you the — — — — —
opportunity to do what you are best at dolng™ [ i (] (] (Y
A e ey S Ly
1. Mat . 1 —_ & Fairbinderoig g . & Very —
1. Rse R %
75 How Imeresting ks your work? ﬂﬂlﬂlf ™ | | |f i |f “| m“l( :I
Ly Ry Ly Ly —
1. Very pear S L Aversge s & Very geod
Té. T:I- |_'.;r'ai ﬁ:er_ltr"las ya';.lr =:|'rjna-1]r establshed a good = ) . ) .
relationshily With employess? \_J w, ) . ),
i [a mst X L Balieve i A Strvagh
T7. How strongly o your balisve that your job confributes to Lol _ - Beliers
thie swccess of the buslness? ,"'ﬁﬂ [l |ﬁ| 0 ( :j
A WS S Ly 8
1. sk F N A Concrally & E Alwgey
T8. Towhat sxiant are black suppllers promoded within your F"—":_“*‘H — e — premsted
organisation's commencial policy? 0 i [ [ P
L Ly Ly Ly L
1. Dt z L Comstimen | & & Censsienily
T3, Towhat extent has your crganisation’s Black Economie cemmmicied commenicuied
Empowerment (EEE) policy Deen commiunicated to 2 o (‘) ' I::_:I —
[} |
staf’? Ly — B — In_afl
1 [Nail fup L L 5 tamm | 4 5 Exiremly
&1, Towhat extent Is your workplace a fun place to work? S —~ b I_."_"-\_I En I_."_"'n_l
L ( ::I / A A
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1. Very peariy r L Average 4 & Vory well
&1. Towhat exient dogs your organisation ook amer Its £ £ P o —
peogle? i ) [ [ 0y
L L L b W
L. Pist i 4 Fairdy ES 4 Highly
52. How proactive Is your organisation In the advancement of | B o prpaciiv ~ Brescie
\ - L

previously disadvantaged ndividusis/peogle? |::_::| ) ) P |::_::|

1. Mat esaiby S A Fairty casily i 2 Vory casily
£3. How easly would you encourage your fiends 10 join your — ey Yy ™y '
organisation? Iu_;' I\_,.-"I L \_/ \_/

Thank you for taking the ime fo respond to this questionnaire.
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ANNEXURE C: ETHICS INFORMED CONSENT

ETHICS INFORMED CONSENT

Dear Farticipant

This Informed Consent Statement serves to confirm the following information as it

relates to the officially approved research project at the Morth-West University on
“Assessing the prevalence of a high performance culfure in a selected sales-driven

organisation in South Africa”.

=l

The sole purpose of this study is to obtain information from sales people like
yourself to determine how you perceive and interpret charactenstics that
support a8 high performance sales culture.

Participation is completely voluntary and you may withdraw at any time. You
may also decide not to answer specific questions.

It will take approximately 20 minutes to complete the questionnaire.

The procedure to be followed is quantitative research design, which entails a
questionnaire. Basic background information will be asked e.g. your age, and
related experience fo the topic.

Confidentiality of the data is guaranteed and only the combined results will be
used for research and publication purposes.

The data gathered from the questionnaires will only be used for research
purposes and to inform management improvement actions. If required
participants can request access to the data.

Flease note that there are five classifying variables in Section 1 {(age band,
sales experience, sales role category, gender and region) which will be used
anly to profile the respondents who participated in this study. It may only be
used in comparative analysis to distinguish certain trends. Mote that only the
combined results will be used and at no stage will any specific respondent or
hisfher data entry be isolated and analysed.

Also note that this study does not have a comect or incormect answer to any of
the questions. This means that in comparing profiles of respondents, there is
not a correct or incorrect profile regarding characteristics as experienced.
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FPlease indicate your consent

| hereby give my consent after having read the above YES
information that my data may be used as stated above.

NO

Thank you for your time.

Student: Supervisor:
Marisha Moodley (082 3005175) Prof, Yvonne Du Plessis
Marisha.moodley@aeciworld. com Yvonne. duplessisi@nwu.ac.za
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ANNEXURE D: ETHICAL CONDUCT DECLARATION

CODE OF CONDUCT FOR RESEARCHERS

This code of conducl is applicabls to all NWU researchers,

As a resaarchar of the Morth-West University (KWL, | subscribe o the rules of the MWL Instilulional Research Ethics
Regulatory Committee (IRERC), all applicable policies of the MWL as well as all nationa! and international laws and
regulations applicabde o oy field of study, Futhermons, | commit myself fo abide by the ethical principles and
responsibilitios as set out In the Singapore statement on Research [niegrity (22 Seplember 2010}, in any and all
research endeavours that | underake as & rasearcher of the MWL

The four major principles of research integrity to which | will adhere and that will guide my research are:

¢ Honasly in all aspects of resaarch
+  Accountability in the conduct of research

+  Professional courlesy and falmess In working with athers

«  Good stewardship of research on behall of others

Conseguently | will also adhere to the following ethical responsibilities:

1. | will take responsibibly for the odginality and
trustworthiness of my research.

2. T will stay abreast of and adhere to all institutional,
national, and international laws, regulations, and
policies applicable and related to my research.

I 00 will at all times employ appropriale resaarch
methods, base my concluslons an critical analysis of
the  evidence  and  report my  findings and
inferpratations fully and objactively.

4. | will keep clear and accurate reconds of &l research
that | have conducted in & manner thal will ablow
verfication and replieation of my work by others, if
applicanle,

S 1 wdll, where applicable, share my data end findings
openly and promptly, in line with axternal funding rules,
This will be done as soon as possible after | have had
an opportunity fo establish prcrity and ownership
claims.

B, | will take responsibility for my own contributions 1o
publications, funding applications, reports and other
representations of my sescarch., | will also and only
include aulhors who meel valid authorshio criferia,

7. 1 will acknowledge the names and roles of thoae
wha madea significant contributions to my research in
publications, including writers, funders, sponsors, and
cihers, but do not meet authorshio criteria,

B. Im iy peer reviews, | will provide fair, prompl and
rigorous evaluations and | will respect confidentiality
whan | review others' work.

MName; Slgmatiere:

arishea Marad]e:};

G- dley
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9,1 will disclose all confllcls of interest (financial and
cther) thal could compromise the trustwothiness of my
work  in ressarch  proposals, publications, public
comimunications, and in review aclivities,

10, Whan | publically acddress a cormmunity in the splrt
of academic freedom, | will in all slages basa my
professional  comments  on research  findings  (if
appbcable) and my expertsa. | will distinguish between
professional comments and  opinions  based on
personal views.

11. Ehould any imespensible research praclices amdfos
research misconduct bacome known to me o broughl
under my atiention, | will repornt such Iresponsible
research activities Lo tha appropriaie authorities.

12 1 will respond o iraspansible research practices or
conducl, by taking prormpl actions as set out in the
procedures of the univarsity, | will also profect those
wive report misconduct in good faith, to the best af my
ahilibas.

13, 1 will endesvour to create and suslain an
environment thatl encourage research integly through
education of students, research teams and paers, as
well as anide by policies, and reasonable standards for
advarcemanl.

14, 1 will &t &ll times waigh societal bensfils against the
rizks irtherant in ry waork,

Diate:
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ANNEXURE E: ETHICAL CLEARANCE

WOOEDWVE S-LINIVERSITEIT

FRORTH-YWEST UMNIVERSITY i
YURIBESITI ¥A BOEOME-BOPHIRIMA,

Privaie Bag XE0]1, Potchafstroom
South Alrica 2530

Tel: M8 29511112222
Wiabc  higpwww mwu.ac.7a

Economic and Managemant Schancas Resaarch
Etinics Committae (EMS-AEC)

14 April 2021

Prof % du Plassis
Par e-maf
Dwear Prof du Plessis

EMS-REC FEEDBACK: 26032021 (Round Robin)
Student: Moodley, N (37079018)(NWU-00048-21-A4)
Applicant: Prof Y du Plessis - MBA

Your ethics application on, Assessing the prevalence of a high performance cuwiture within a
selected sales-driven organisation in South Africa, which served Round Bobin, refers.

Outcome:

Approved as a minimal risk study. A number NWU-00048-21-A4 is given for one year of ethics
clearance.

Due to the Covid-19 lock down ethics clearance for applications that involve data collection or any
form of contact with paricipants are subject to the restrictions imposed by the South African
government.

Kind regards,
Mark ey
Rathbone ===

Do FTITDA TS TEMCTT 00

Prof Mark Rathbone
Chairperson: Economic and Management Sciences Research Ethics Committee
(EMS-REC)
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ANNEXURE F: PERMISSION TO USE RESEARCH INSTRUMENT

From: roodig8@gmail.com

Date: January 27, 2021 at 7:59:27 PM GMT+2

To: Narisha Moodley <Narisha. Moodley@aeciworld.com>
Subject: RE: Request to utilize Questionnaire for Research

Dear Narisha

You are welcome to use the guestionnaire. Please find a copy attached.

Please acknowledge authorship in your publications and please do not use this questionnaire for commercial purposes without my permission.
Good luck with your research project.

Best regards

Prof Gert
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ANNEXURE G: LANGUAGE EDITING CONFIRMATION

COMNFRIMATION OF LANGUAGE EIMTING

[, Annelise Venter, hereby confirm that 1 did the language editing for mrs. N Moodbey
for her mini=dissentation Assessing the prevalence of a high performance cultire ina
selected sales-driven orgamisation in Sowh Africe as pant of her degree ( Master in

Business Administration at the North West University)

Yours faithiully

7 Lta

Lr. Annelise Venter

E-mail: annelisea simplex.net.zn

155



ANNEXURE H: TURNITIN SUMMARY REPORT

Body only as on 20 November 2021  [Narisha Woodiey ]
ORIGINALITY REPORT [MBA- Checked and approved Prof Yvonne du Plessis|
9. B i 3
SIMILARITY INDEX INTERNET SOURCES PUBLICATIONS STUDENT PAPERS
PRIMARY SOURCES
repository.up.ac.za 2
Internet Source %
Submitted to North West University 1
Srudent Paper %
hdl.handle.net 1
Internet Source %
repository.nwu.ac.za 1
%
Internet Source
www.abacademies.org '
Internet Source < %
B www.globalelectronics.ca &
Internet Source %
Van Heerden, W, and G Roodt. "The < / i

development of a measuring instrument for
assessing a high performance culture”, SA
Journal of Industrial Psychology, 2007.

Publication

www.saibw.co.za
<1 %

Internet Source
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