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Abstract

The purpose of the study was for the researcher to examine the key success criteria to validate and
predict future technological operational business needs for a sustainable competitive advantage. The
study followed a qualitative methodology due to the researcher’s need to deeply understand people’s
individual experiences around specific social spectacles. The data analysis method, therefore, aligned
with a qualitative, exploratory study, using an inductive mode of enquiry. This approach was best
suited for the system thinking epistemology and a relativist ontology of the researcher. The researcher
conducted semi-structured interviews in the data collection procedure using snowball sampling to
identify research participants.

The study concluded, and specifically in this order, that if an engaging and successful culture was in
place, the execution of the change management process seemed more successful and less painful for
all involved. This approach enabled the organisation or business unit to be more customer-focused or
customer-centric, which appeared to be the main goal to delight future customers and gain a
sustainable competitive advantage in the market.

Thus, the dissertation offers an in-depth view of what the success criteria and successful model need
to be for sustainable competitive advantages in the ISP and ICT environment. The researcher suggests
that ongoing research needs to be done to clearly understand the success criteria to gain new
customers for a sustainable competitive advantage. The research explored what it means to be
customer centric as the meaning is expected to change at the same rate as what technology and
innovation are changing. The research journey was tedious and challenging because of commitments
as essential services and the researcher had to put a safety net in place to manage the challenges. This
resulted in extra care and control over data collection and analysis. Finally, the study was in its final
stages of conclusion during the COVID 19 pandemic outbreak, which as a result, was not included in
the focus of the study, nor did the study place a focus on the 4™ Industrial Revolution, hence the
researcher recommends these for further study.

In conclusion, the researcher is content that the aim and the objectives of the study were met, within
certain limitations. The researcher acknowledges that the use of additional means of data collection
such as focus group discussions could have been extended. Since the focus of the study was on FastNet
as an institution, the sample size of the research was limited and may have been larger, which would
have assisted in representing a higher percentage of the population. The final limitation is the lack of
more international representatives.

KEYWORDS:
Change management, customer-centric, effectivity, operational environment, organisational culture.
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CHAPTER 1

Scope and Nature of the Study

1.1 Introduction

The journey that the researcher has been part of over the last 15 years within the Information and
Communication Technologies (ICT) and Internet Service Provider (ISP) environments was an exciting,
yet challenging, experience. It almost felt like every time one was on the verge of having everything
under control and gaining some competitive advantage, disruptive factors from within the
organisation or external factors changed that impression — and the situation. The operational
landscape within the technology and networking sectors is constantly changing. One of the core
reasons for this is the speed with which technology and innovation are advancing and developing
(Tidd, Bessant & Pavitt, 2005).

The researcher believes that there may be several reasons for this constantly changing behaviour
within the ICT and ISP contexts. One of the main reasons is the ever-increasing and changing
expectations of the customers (Young, 2004). The customers are increasingly becoming more
knowledgeable about technology and expect more and more at the same price (Goleman, 2017).

The study came about as a result of the curiosity to examine and explore all the elements and factors
on how to remain relevant and in-demand going forward operationally within the ISP and ICT
environment. FastNet/BCX has been in a transition phase over the last eight years to convert its
existing operational business unit to be applicable, relevant and in demand in the future. The reason
for referring to the company as FastNet BCX throughout the dissertation is that FastNet was acquired
by BCX in April 2018.

One of the focus areas for “future products” within FastNet BCX was the Internet of Things (loT) type
of services and products. 10T can be defined as a network constituted by uniquely identifiable
commodity objects or devices equipped with some sensing system (Sharma, Chang, Tim, Wong &
Gadia, 2016).

As mentioned above, the experience within the ICT and ISP environment that the researcher has
gained over the last twelve years has highlighted that the expectations of the customer have changed
drastically and will continue to change. The customer, according to Blazevic and Lievens (2008), will
continue to expect more valued-added services from existing products or new services at the same
cost or even at a reduced cost. These added services, according to the researcher, are one of the most
critical challenges that the industry is facing, challenging various existing business models and
structures. Gong (2016) specifies that loT promises to do nothing short of revolutionising the way the
world does business. It is expected that 51% of the best companies within the IoT industry will
revolutionise the landscape by 2020 — which is this year.



The aptitude to sense and control the physical world through sensor-enabled devices can unlock
massive, previously unseen opportunities to expand revenue, optimise operations and delight
customers and users (Anon., n.d.). Delighting customers in the context of this study is a term that is
strategically used by BCX FastNet and can be defined and understood as an expression to give the
customer great pleasure or satisfaction. The term delight or delighting customers will be mentioned
throughout the research document repeatedly.

In contrast, compare this with South Africa’s existing communication providers like Telkom, where the
primary aim is to provide more standardised services such as satellite, fixed-line connectivity, Wi-Fi,
data, voice, point of sale and network solutions (Barber, Fung, Toshniwal, Voorheis & Harvey, 1999).
All the above-mentioned aspects have led to the formation of the problem statement, which is to
predict the success criteria characteristics from an operational point of view to delight future
customers for a sustainable competitive advantage. This will be unpacked in Chapter Two.

1.2 Ontology

The Greek word philosophy means love of knowledge. A philosopher is someone who loves to know
and understand the world. The world around us is very large and complex, so philosophy, since its
beginnings in ancient Greece, has been divided into various branches focusing on different aspects of
the world. Two of these branches are ontology and epistemology (Russel, 2009).

Ontology can be defined as “the science or study of being and it deals with the nature of reality”.
Ontology is a system of belief that reflects an interpretation by an individual about what constitutes a
fact (Burrel & Morgan, 2017). Ontology is concerned with the nature of reality, and Saunders and
Lewis (2012) argue for two types of reality, namely objectivism and subjectivism. Objectivism argues
that social entities exist external to and independent of social actors or researchers (Saunders & Lewis,
2012). Subjectivism, in contrast, is a particular statement that can be true for one person and false for
another, based solely on one's mental choices, subjective processing, or emotions (Saunders & Lewis,
2012).

The researcher has been in a working environment from the age of 16 and has seen how technology
and innovation have developed and what impact these areas have had on our day-to-day activities
that have been nothing less than extraordinary. Gatignon, Gotteland and Haon (2016) confirm that
the impact that technological changes and advancements will have on the performance of an
organisation will be immense. The researcher’s ontological perspective is that he sees himself as being
a practical person who needs to expect some kind of positive outcome or state related to what he is
doing and believing. The tool that the researcher will use for this ontological perspective will be
systems thinking, which will be elaborated on under the epistemology section.

The researcher believes that he and the research problem are linked in a practical way, which reflects
the meaning of Coghlan (2019), who stated that who we are and how we understand the world is a
central part of how we understand others, the world and ourselves. The researcher aimed to be as
neutral as possible throughout the research to have a clear understanding and expectation of the
nature of innovation, technology and people. The researcher as a relativist would ensure that his



objectivistic approach counters possible bias. As Chang says, one source of the truth is debatable
(Chang, 2017).

The researcher is a firm believer that a person needs to first get the basics right in what you do, earn
your respect and credibility and then work your way up. The reason why this is important to the
researcher is that is how he was brought up and how he understands business principles. Certain
aspects of the researcher’s experience were gained through hard work and working his way from the
bottom up. The researcher who do not expect any favours or largesse from anyone and accredits his
successes to hard work and determination. The researcher also lost his father just after finishing
matric. All these instances contributed to the researcher having a relatively direct approach, however,
still appreciate the researcher’s need to deeply understand people’s individual experiences when
managing and leading people. This code has led to the researcher having a relativist outlook and
approach to life.

The researcher, by being extensively engaged in projects and project execution over the last 20 years,
realised that the different attributes of team members influence the urgency with which team
members respond to project-related challenges, and that managing people is not an exact science
(Hoever, Zhou & van Knippenberg, 2018). This contributed to the researcher regarding himself as a
relativist. The researcher also grew up during very interesting and exciting times technology-wise over
the last 20 years, from not being dependent on technology to a time when it is almost impossible to
function and operate without technology. This had a direct impact on how the researcher sees, utilises
and understands technology and innovation. The researcher’s ontology is, therefore, subjective and
he is a relativist by nature.

1.3 Research Problem

What does it take to delight future customers? The research problem will address these requirements
in more detail, discussing what is required operationally to delight future customers. The technology
and communication industry have consistently been experiencing increasing problems when it comes
to the fulfilment of clients expectations and supporting new products together with existing services
(Bower, 2018). The researcher has been experiencing these problems first-hand over the last decade.

The researcher has determined that these problems can be split into three different categories:

1. The first research problem arises from project execution challenges and fulfilment obstacles
and shortcomings that the researcher has experienced over the last decade that lead to
customer dissatisfaction, unexpected cost, as well as lost revenue, which had a direct impact
on the customer’s experience.

a. Examples that highlight these challenges and obstacles are the extended and
unplanned time required on-site to complete the fulfilment processes, as well as
being able to show value to the customer in line with what was sold to him.

b. Unexpected cost is usually due to unforeseen factors, for example, the need to spend
additional time on-site as floor plans of the site differed from the actual layout, or



because the required-on-site contact was not available. Another reason is that the
skill required to complete the installation differed from the skill previously costed or
planned, due to not having all the facts when the quotation was presented and signed.

2. The second research problem concerns the success rate or lack thereof relating to the internal
change management process that organisations venture into to be able to deliver their new
products and services. According to the researcher, this indicates, as confirmed by Hayes
(2018), the challenges existing teams and structures face when implementing existing
processes and procedures when dealing with new products within the ISP and ICT
environment.

a. The current BCX/FastNet team has failed to successfully execute the change
management process over the last couple of years. The two main reasons for this,
according to the researcher, are (i) because the existing team did not consider the
change management process seriously enough, as they expected that it was not
needed and that the existing structures, process and systems would be sufficient to
deal with the new loT-related products and services. (ii) The second reason for this,
according to the researcher, was that there were no clear reporting tools and visibility
in place to manage and report on the success of the change management process.

3. The third research problem emanated from the existing staff’s approach and attitude to
succeed as regards these future products, as well as their attitude and willingness concerning
the change required. This speaks directly towards the culture of the staff and the organisation.
This means that some opportunities were missed when the opportunity presented itself.

The researcher anticipates to find three reasons for this problem:

1. The first could be that the existing staff members are set and complacent in their comfort
zone, secure in what they have been doing for the past ten years.

2. Another reason may be that the staff do not understand why this new or different
approach was needed.

3. The third reason pertains to the attitude or level of skills of the staff members. Some staff
members may not have the required level of skill to do the work successfully and other
staff members might not want to expose themselves, as they could be afraid it would
make them more vulnerable. (These points may say more about the culture of the
organisation.)

All three of the problems listed led the researcher to formulating the problem statement, recognising
that the elements of all three of these problems need to be investigated to allow the researcher to
establish the success criteria and characteristics for future products within the ICT and ISP
environment to delight future customers. This needs to include change management as well as the
required cultural fit within the organisation.



1.4 Aim and Objectives

With the research problem being confirmed, the next step that the researcher took was to validate
the aims and objectives of the research. These aim and objectives reflect the results that the
researcher expected to achieve with the research.

The aim of the study should address the ‘aspiration’ of the study, namely, what does the study hope
to achieve. The aim should, therefore, identify the main purpose of the study (Suskie, 2018). The aim
of the research is as follows:

To predict the success criteria characteristics, from an operational point of view, that will allow the
organisation to gain a sustainable competitive advantage by delighting existing and future customers
within the ICT and ISP environment.

In developing management research questions and objectives, the Management Research Question
hierarchy of Cooper, Schindler and Sun (2003) was followed for the qualitative research. Qualitative
research, according to Cooper et al. (2003), include an array of interpretive techniques, which seek to
describe, decode, translate, and otherwise come to terms with the meaning not the frequency of
certain naturally occurring phenomena in the social world.

The three objectives (see Table 1.1) all relate and refer to the points raised in the research problem.
The researcher expected the objectives would assist in achieving what was set out in the aim of the
research. The researcher has listed the objectives in a table format so that it would be easy to validate
and separate the three.

Table 1.1: Objectives of the study

Objective Explanation

Validating the successful criteria characteristics from an operational point of
First objective view that are expected to delight existing and future customers within the ICT
and ISP environment.

Detect the key success criteria relating to effectively execute the change
management process continuously within the ICT and ISP environment. This
Second objective refers to the question of whether change management has to become an
embedded function in the organisation to ensure operational success that will
add value to customers within the ICT and ISP environments continuously.

Third objective Predicting what type of culture is required that will support on-going success

as well as an operational success within the ICT and ISP environments.

The researcher believes that once these three objectives have been achieved that there will be
convincing evidence of what is required to delight future customers and remain relevant.
Furthermore, there were primary and secondary research questions that assisted the researcher to
achieve these objectives. These will now be discussed in more detail.



1.5 Primary Research Question and Secondary Research Questions

As with the aim of the study where the objectives unpacked the aim, the secondary research questions
(sub-questions) are expected to deconstruct the primary research question. In qualitative studies, the
researcher will always have a secondary research question, according to Maree and Van der
Westhuizen (2009).

The primary question is the following:

What kind of framework will ensure the operational success criteria for a sustainable competitive
advantage that will add value to customers within the ICT and ISP environments?

The researcher has determined three secondary questions in line with the primary question, research
problem and objectives that need to be answered: Firstly, what the performance criteria are for
ongoing operational success within the ICT and ISP environment. Secondly, what organisational
characteristics would detect and predict effective change management within the ICT and ISP
environment? Thirdly, what predicted elements are required to establish the right culture fit within
an organisation?

These three secondary questions relate and embody the problem statement as well as the objectives
of the research. It is expected that these questions and answers will overlap with each other, meaning
that some answers and feedback are expected to be relevant to more than one question.

1.6 Epistemology

Epistemology relates to the theoretical lens that the researcher chooses to view the problem that will
be addressed. Epistemology is often referred to as ‘the philosophy’ or ‘the paradigm’ of the study
(Creswell, 2013). Epistemology and ontology are two different ways of viewing the research
philosophy or problem. Epistemology is how we know things, how we come to know them, thus
implying the relationship between the researcher and the reality (Richardson & St Pierre, 2008).

Epistemology is also the theory of knowledge, especially regarding its methods, validity and scope,
and the distinction between justified belief and opinion. Important aspects here are matters such as
interpretivism and constructivism (Johnson & Onwuegbuzie, 2004). Epistemology, as a lens or tool, is
expected to assist the researcher in understanding the problem that has already been identified and
described in the problem statement (Creswell, 2013). The reasoning behind the systems thinking
approach is that it will provide a very powerful tool by enabling the researcher to gain insight into the
context in which he or she has to operate (Senge & Sterman, 1992). Systems thinking is also expected
to assist the researcher to move away from working with the idea of the obvious problem that requires
a solution (Senge & Sterman, 1992).

Systems thinking models are thought of as embodying only pure ideas of purposeful activity rather
than being descriptions of the real world. They are used as a source of questions to ask of the real
situation (Senge & Sterman, 1992). Systems thinking utilises habits, tools and concepts to develop an
understanding of the interdependent structures of dynamic systems (Prochaska & Norcross, 2018).
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Lack of systems thinking produces a mental model based mostly on what can physically be seen. This
tends to give a shallow understanding of the systems way (Leveson, 2011). The approach of systems
thinking is fundamentally different from that of traditional forms of analysis (Prochaska & Norcross,
2018). The traditional analysis focuses on separating the individual pieces of what is being studied; in
fact, the word “analysis” comes from the root meaning, “to break into constituent parts (Leveson,
2011)

Systems thinking is expected to emphasise how the researcher will focus on key elements for future
technological operational business needs, as well as what delighting future customers means. This will
include how these needs will be studied, in comparison with how the day to day operations
environment currently functions (Swartz, 2020). A particularly central issue is whether or not the social
world can and should be studied according to the same principles, procedures and ethos as the natural
sciences. The position that affirms the importance of imitating the natural sciences is invariably
associated with an epistemological position known as positivism.

As mentioned above, the researcher’s epistemology is subjectivism, so that by looking at the
relationship between a subject and an object the idea of epistemology and how it influences the
research design can be explored. This will be the researcher’s epistemology.

1.7 Theoretical Framework

The theoretical framework is the body of knowledge within which the study is placed (LeVine, 2018).
The purpose of the theoretical framework is to evaluate and study what is already known about
operational performance criteria within the ICT and ISP environment, as well as current success
criteria on change management and culture. This is the central piece of the research plan (Ennis,
1999).

Theoretical frameworks are usually based on the propositional statements that result from existing
theories according to Saunders et al. (2012), who also describe the theory as “the structure, the
scaffolding, and the frame of your study”. The framework for the researcher’s theory will be based on
the aim, objectives and the research questions. The theoretical framework will be expanded on in
Chapter Two. Systems thinking will be used (as explained under epistemology) as the lens through
which the researcher looks at the problem. The reason why systems thinking would be used is that it
would force or enable the researcher to think and explore the subject on hand differently than his
normal thought patterns would allow. It is then expected to highlight or point out other improved
avenues or better practices to achieve the goals.

In the literature review, the researcher will use the skill of systems thinking to unpack the problem
and gaps, and in Chapter Three and Four he will analyse new literature and understand how it can fill
the gaps that were highlighted by the research problem. The literature review will allow the researcher
to better understand the components contributing to effective change management towards a
“future” environment, including the expected model to delight future customers. The literature
review will shed light on all the elements and factors addressing the research problems stated.



There is relevant literature related to the topic which will be explained under the theoretical
framework and in more detail in Chapter Two. The researcher expects that most of the organisations
within the ISP and ICT environment are all focused in some way or form on growing their revenue and
keeping up with the economy and inflation. The reason why this is important to the researcher is to
highlight the continuous need that is being experienced and the drive to add value to existing
customers and new customers. This talks directly to change management as well as the
attitude/culture of the organisation to continuously perform and deliver successfully.

There have been continuous planning sessions and strategies taking place within FastNet/BCX over
the last ten years, based on the same models, principles and concepts from previous years. These
models and business plans only vary slightly from year to year. This conservative approach has been
used to make sure that there is not too much deviation from previous years and that we continue the
same product, service and customer focus year after year.

These models, principles and concepts are briefly highlighted below and will be explained in more
detail in Chapter Two in the literature review.

1.7.1 Existing processes and systems

Firstly, there is the current Business Process Management Life Cycle that is used as a strategic planning
methodology aimed at validating the operations or employee skills that should be improved on to
encourage smoother procedures. This process indicates the existing framework within FastNet BCX as
to how the Business Process Life Cycle is currently managed.

BCX FastNet’s current framework and approach to become and remain the market leader are that of
breaking it down into four focus areas. These focus areas are product leadership, differentiated
services, organisation effectiveness and customer relationship excellence. Driving performance within
the team to achieve growth is also part of the current strategy. This refers to the culture of the team
and working towards the best fit for the organisation to get the best performance out of the staff
members or team. The steps included in driving this performance and how it relates to the current
performance enablement pyramid method will be explained in more detail in Chapter Two.

One other reality within the telecoms industry is that of churn. Churn is the rate at which you are
losing customers or revenue through subscription cancellations. One of the main reasons for
continuous churn within the telecoms industry is that there are a higher number of role players and
competitors now compared to ten years ago, operating and competing in this space. This is the one
reason; the other reason being the impact that technology and innovation are having on ICT and ISP-
related products. Customers expect more value-added services at the same price.

This means that the customer is being spoilt for choice as well as there is a healthier competition
between the various ISP and ICT providers. The impact that churn has on the growth of the
organisation as well as on how it is currently managed, will also be discussed in Chapter Two. The need
and demand for Customer Relationship Management systems (CRM) have also increased over the last
ten years. Lu, N., Lin, Lu, J. and Zhang (2014) confirm that with the rapid growth of digital systems and



associated information technologies, there is an emerging trend in the global economy to build digital
customer relationship management (CRM) systems.

The last two problems that the researcher has highlighted is that of change management and the
impact of the culture of the organisation: This refers to the current approach and method of how
existing leadership teams and organisations handle the VUCA world. (VUCA world stands for volatility,
uncertainty, complexity and ambiguity challenges that are being experienced within the market and
work environment). These VUCA challenges have affected the current strategies, leading to the need
to more frequently enforce change management within the organisation. To be able to handle these
continuous change management processes successfully has been, and remains, a challenge within the
BCX FastNet team.

These challenges refer directly to the culture of the organisation, in the opinion of the researcher. The
current framework in which people are involved is taxing and time-consuming. The current
expectations are that each team member is motivated and engaged, with a clear understanding of
what is required to contribute to the future drivers of the operational environment, which would be
an ideal world. This also includes new and required skills levels, cross-skilling and attitude, to name
but a view factors, which will also be elaborated on in much more detail in Chapter Two.

1.8 Limitations

Limitations are those factors that make it difficult to achieve what you want to achieve. All studies
have limitations, being the flaws or shortcomings, which are highlighted and acknowledge at the start
of the research process. The limitation of this study can be characterised as follows: The findings and
analysis of this study were based on a limited number of participants that represented the ICT and ISP
industry. Interviews were conducted with seven participants, meaning the findings were based on a
small sample and therefore cannot be generalised across a large population.

1.9 Theory Development

A qualitative approach was followed, as highlighted by the researcher, together with a general
inductive reasoning approach for data analysis. Thomas (2006) states that the purposes of using an
inductive approach can be broken down into three points, which are the following:

Firstly, to condense raw textual data into a brief, summary format.
Secondly, to establish clear links between the evaluation or research objectives and the
summary findings derived from the raw data.

3. Lastly, to develop a framework of the underlying structure of experiences or processes
that are evident in the raw data (Thomas, 2006).

Although the general inductive approach is not as strong as some other analytic strategies for theory
or model development, it does provide a simple, straightforward approach for deriving findings in the
context of focused evaluation questions (Thomas, 2006). The researcher wants to accentuate that the
inductive approach does not imply discounting theories when formulating research questions and
objectives. The inductive approach is expected to provide an easily used and systematic set of



procedures for analysing qualitative data that can produce reliable and valid findings (Thomas, 2006).
It does not prevent a researcher from using existing theory to formulate the research question to be
explored, as well as learning from experience as being part of the qualitative approach (Johnson &
Christensen, 2008).

A researcher further recognises that patterns, resemblances and constancies in experience (premises)
are experiential to reach conclusions (or to generate theory). Inductive reasoning begins with detailed
observations of the world, which moves towards more abstract generalisations and ideas (Johnson &
Christensen, 2008). When following an inductive approach, beginning with a topic, a researcher
expects to develop empirical generalisations and define preliminary relationships as he or she
progresses through his research, which will assist the researcher in reaching conclusions, or to
generate theory.

With reference to this research, at the end of each interview, the respondent was asked whom he
suggested the researcher should include in the study. This is known as snowballing sampling. The
reason for using this sampling method lies in the relationship and similarities between the respective
leadership roles and responsibilities within the ICT and ISP environment. It is a relatively small
environment and various companies work together or interact through joint ventures and business
collaborations.

1.10 Chapter Overview

The researcher is content with the introduction to his research paper. The researcher thinks that
sufficient emphasis and layout was provided clearly in Chapter One to guide him throughout the
research process.

The researcher believes that he will challenge his thought patterns and systems thinking daily and
acknowledges that what has worked yesterday would most likely not work in the future. The
researcher is positive that by following the above process he will get the answers that he is looking for
to predict the success criteria characteristics from an operational point of view to delight future
customers.

The following chapter, Chapter Two, will discuss the current literature that is available regarding the
prominent objectives and problems. This will be evaluated to measure what is still relevant and what
is not. This process is expected to assist the researcher in designing and preparing the interview
guestions. Chapter Three will address the research design and methodology that was used for the
research. Chapter Four will be a presentation and discussion of the findings and Chapter Five contains
the conclusion and recommendation going forward regarding this topic
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CHAPTER 2

Theoretical Foundation and Literature Review

2.1 Introduction

This chapter provides a review of the literature that is available at present regarding the characteristics
and processes currently being used from an operational point of view, and the effect thereof on the
customers within the ICT and ISP environment. It will focus on the current knowledge, literature and
understanding concerning the various objectives and problems listed.

The purpose of this chapter is to break down, evaluate and document what is currently known and
understood as regards the problems and goals relating to the primary and secondary questions, the
primary question being what kind of framework will ensure the operational success criteria for a
sustainable competitive advantage within the ICT and ISP environments. The three secondary
guestions, namely what the performance criteria are for ongoing operational success within the ICT
and ISP environment; what organisational characteristics would detect and predict effective change
management within the ICT and ISP environment and what the predicted elements are that are
required to establish the right culture fit within an organisation will also be taken into account.

The researcher expects that by doing this, key points, gaps and unknowns will be highlighted that will
assist the researcher in defining and documenting his interview questions. This will be broken up into
the three main focal points of the literature review which are, in the first instance, the existing
methods, processes and systems that are being used to fulfil and support existing customers within
the ICT and ISP environment. This includes the characteristics of what is needed to delight these
customers. The second focal point will be the current methods on how change management is being
handled and implemented, and what currently is classified and listed as the success criteria within the
existing ICT and ISP environment relating to change management process. Lastly, what the current
success or evaluation criteria are in understanding the culture of the organisation and what effect or
impact it has on the first two focal points will be discussed. All three of these focal points are related
directly or indirectly to the research problem that was highlighted in Chapter One.

2.1.1 Customer Experience in the ICT and ISP Environment.

The company that the researcher has been part of for the past eight years is one of the front-runners
and leading providers in the Internet Service Providers (ISP) and Information, Communication and
Technology (ICT) environment in South Africa. There have been several lessons learned, success
stories, failures and successful case studies that the researcher will reflect on and use as literature on
which to base some criticism and findings throughout the research journey (Parrot & Meyers, 2015).

Skills shortages and the lack of ability to adapt fast enough within the existing communication business

units, as well as internal factors within South Africa, have all been perceived to have a direct impact
on the success rate of the ICT environment. (Glyptis, Christofi, Vrontis, Del Giudice, Dimitriou &
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Michael, 2020), according to the researcher. It is also important to understand that during the
transition period, business as usual (BAU) products and services need to continue as always and
cannot be neglected or deprioritised. What the researcher has experienced over the last eight years
is that when all the focus was on new products and opportunities, the existing products and the
customers were neglected, which led to a higher number of cancellations and a decline in revenue.

These modern-day products and services on offer within the ISP and ICT environment come with their
own set of operational challenges. These challenges, obstacles and disruptive factors have been the
pivotal cause and motive for the researcher to start on this research and dissertation journey. What
became clear over the last ten years during various interactions and discussions with colleagues and
other industry experts was that similar challenges and obstacles were being experienced. One of these
challenges was the constant need to remain relevant from an operational and existence point of view
by overcoming obstacles to converting established ICT and ISP operational business units to be able
to fit and remain relevant going forward (Grayson & Jane, 2017).

In the early 1900s, operational structures and processes within the ICT and ISP industry were very
different (Barber et al., 1999), as there were only limited offerings and services available. The limited
offerings and available services have changed quite significantly over the last decade due to the impact
technology and innovation had on building capabilities. Marcelle (2005) highlights endogenous factors
such as cultural change, leadership and organisational integration as factors that influence the ability
of telecom firms to build capabilities. This was similar to the experience that the researcher had over
the last twelve years.

Since the 1980s there have been advances in technological and innovative developments that have
seen the need for less human interaction and more system- and process-driven interactions (Preece,
Rogers & Sharp, 2015). The need to decrease cost, introduce market variation and improve
compliance has also never been greater in the ICT and ISP environment. Local and international
businesses and organisations of all sizes are, therefore, focusing on several new products and
solutions, such as loT products to save cost, be more productive and profitable (Gangotri & Shankar,
2016).

Delighting future customers means an increasing call for a more comprehensive conceptualisation of
customer delight (Mandal, 2020). The customer delight goes beyond extreme satisfaction, joy and
surprises to include six properties that are individually or in combination with characterising customer
delight. An expanded conceptualisation of how customer delight can be defined is proposed, in which
customer delight is associated with various combinations of six properties. These six properties
include the customer experiencing positive emotions, interacting with others, successful problem-
solving, engaging the customer’s senses, the timing of the events and the sense of control that
characterises the customer's encounter (Mandal, 2020).

2.2.1 The Current Business Process Management Lifecycle

Below is a figure that displays the Current Life Cycle of the existing business process management
currently being used within the ISP environment and the Telkom Group.
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Current Business Process Management Life-Cycle
1. Design

2. Model
3. Execution
4. Monitor
{ess———————————————————————— 5 Optimise

Figure 2.1: Existing Business Process Management Life Cycle
Source: FastNet Business Plan (2015/2016:68)

Shtub and Karni (2010) confirm Business Process Improvement (BPl) as a strategic planning
methodology aimed at predicting the operations or employee skills that could be improved to
encourage smoother procedures, more efficient workflow and overall business growth. This process
can also be referred to as functional process improvement (Shtub & Karni, 2010). The customer
experience is currently being affected by this process, which led to the researcher highlighting this
process.

The BPI process is currently being used to manage the life cycle of existing business process
management. What the researcher wants to stress in this regard is the importance of a step-by-step
approach, as outlined below. This approach focuses mainly on the next step, for example, monitoring
the new product after it was installed (executed). The total customer experience is something that is
not being tracked proactively in keeping with the process management life cycle. Another process that
is currently being used in the organisation is that of the RACI-principle approach to project execution.
The RACI principle allows one to confirm in advance which person will be responsible, accountable,
consulted and informed by means of a systematic process throughout the project lifecycle (Meredith
& Mantel, 2011).

Smith (2005) indicates that a RACI chart should be used to recommend the roles and responsibilities
within the project lifecycle of all the stakeholders. One of the main reasons for this is to make sure
that there is always someone accountable and responsible per action item, with the main aim being
to not have any role confusion. Smith (2005) confirms that there are several symptoms of role
confusion, and refers to the 12 points listed below:

Concern over who makes decisions

Blaming others for not getting the job done

Out of balance workloads

Lack of action because of ineffective communication
Questions over who does what

A “we-they” attitude

A “not sure, so take no action” attitude

Idle time

Lo N R WNE

Creation of and attention to non-essential work to fill time
10. A reactive work environment
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11. Poor morale
12. Multiple “stops” needed to find an answer to a question.

All these symptoms of role confusion are relevant within the ICT and ISP environment. On top of this,
the researcher is not entirely convinced that the RACI approach is still the most effective approach
when it comes to the execution phase of these future products and being customer centric as this is
more a silo approach.

Another challenge that is being experienced is that of operational readiness. There seems to be no
clear guidelines or checklist regarding the success criteria for operational readiness. Kunz, Prasad,
Samdanis, Husain and Song (2015) highlight this in “Are You Being Realistic about the Challenges of
loT?” by stating that the road to success is not guaranteed and that innovative product ideas are simply
not enough. It is crucial for organisations and business units to fully understand the potential
challenges that these future products, like 10T products, may cause before embarking on a product
deployment cycle and strategy (Kunz et al., 2015). Based on research by Stackowiak, Licht, Mantha
and Nagode (2015), Gong (2016) and Alberti, dos Reis, Righi and Chang (2016,) it is clear that there
are currently five common objectives for obtaining success as regards future operational readiness
with loT type products. These are as follows:

The quality of the service, which refers to the execution and fulfilment of the service: Was everything
working as expected upon installation? Was the speed with which it was installed satisfactory? Did
the installation process take as long as planned and what lessons were learned? (Alberti et al., 2016).

Dependability concerns the fulfilment phase of the new product’s installations, affecting other areas,
was there any downtime, et cetera. This includes an aspect like flexibility, that raises questions like
the following: Was this a seamless experience for the customer or did the fulfilment process affect his
day-to-day work? Were the entire fulfilment process completed within budget as planned or did any
additional, unplanned costs occur? The researcher can relate to all these objectives listed as areas of
concern, as the success criteria for them are still unknown or not yet defined.

It was mentioned in Chapter One how the understanding and approach within BCX FastNet is more
reactive than proactive. Another concern of the researcher is the success criteria or benchmark
relating to managing customer expectations. The researcher thinks that customers are becoming more
insistent on being informed sooner of factors that will have an impact on them or influence them.
Also, customers and people in general, are getting more technologically advanced, thereby increasing
their ability and visibility in managing their suppliers or vendors. In a Cisco document labelled “at a
glance”, it was revealed that their secret to success was making it easy to innovate and get things
done. This led to a boost in productivity resulting from a continuous insight into changing conditions.

The researcher wants to focus the attention on a couple of these productivity and operational
enhancements to show how these types of products can affect the rest of the organisation or
environment. These enhancements are expected to improve the speed of time-to-market and also to
improve the supply chain efficiency and availability. Other areas are based on efforts to boost
organisational flexibility as well as to optimise asset utilisation.
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What is expected from these types of products is that an organisation can implement predictive
maintenance, improve product development by replacing outdated equipment, integrating controls,
and regulating elements as well as monetisation.

2.2.2 Existing Value Streams, and Business Management Models

Existing Value Streams
Value Adding (M (i [ TTTINTHTRCY 1111
Lead-Time
Improvement L L1 e 111 |I Improvement

Figure: 2.2 Existing Value Streams
Source: FastNet Business Plan (2015/2016 24)

The existing value streams as highlighted above give prominence to the importance of visibility
throughout the product’s life cycle, especially when it comes to managing the customers’ expectations
as well as the cost of the project or solution. In a success story by Syntel, two points that were
emphasised were the needs to increase IT architecture flexibility and visibility, as well as to relook the
revamping of CRM (Customer Relationship Manager) and billing competences to help reduce risk to
achieving operational excellence within loT.

The researcher will use loT as an example for simplicity purposes as there are various other products,
services and solutions types which can be mentioned or used as examples of future products. For the
moment it will suffice to mention that (Alberti et al., 2016) define the loT as a method for ordinary
things to connect to the Internet with its own sets of fulfilment, project execution and support
challenges and factors. These ordinary things are, for example, temperature and water censoring that
allows the customer real-time visibility in the form of a dashboard or report. An alternative way to
define loT products is the provisioning of a network constituted by uniquely identifiable commodity
objects or devices equipped with some sensing system which is expected to create a real-time view or
dashboard of the specific commodity (Sharma, Chang, Tim, Wong, & Gadia, 2016)

Although the concepts and elements that constitute loT products will be further explored, the
challenges brought about by loT and CSS-related products in the context of the study were discussed
in Chapter one. The challenges, especially operational challenges that have been experienced by the
researcher over the last five years, are mainly to do with customers’ needs, environment and
expectations, all being predominantly unique. Furthermore, Grayson and Jane (2017) specify that
operational business units struggle with the execution, fulfilment and the support of new products,
solutions and services, especially (Preece et al., 2016)with ICT, ISP and loT-related products and
services. This scenario or solution is currently known as Customer Specific Solutions (CSS). More detail
will be given later in the dissertation regarding the classification and definition of CSS products.
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Brady, Davies and Gann (2005) interestingly already confirmed in 2005 that future products or services
offered will be treated firstly as a CSS when it comes to the execution, fulfilment and support process
before it is sold as an “off-the-shelf” solution. The main reason for this is because of the onsite
complexity of exactly what is being sold, as well as what the customer wants to use it for or get from
it. Both these scenarios affect how the customer experience affects the service, which influenced
defining the aim of the research.

Their results suggested that when partnerships grow closer, the willingness to share template-based
information increases and consequently also the willingness to proactively interact. Oks, Fritzsche and
Lehmann (2016) postulate that the digitisation of society is changing expectations of customers and
actively changing various aspects of the business.

This is spotlighted as a gap between the existing theory and what was described concerning the
research problem in Chapter One. The five areas identified by Leimeister (2014) and listed below refer
to this gap:

e Digitisation of products and service
e Context-sensitive value generation

e Consumerisation of organisational IT
e Digitisation of work

e Digitisation of business models.

Another model discussed in the literature that is currently being used is that of the existing business
process improvement model. The flow of the process is illustrated below:

otep:1 Step:2
Define Process — Measure Process

Continuous

Step:4 Step:3

IMProve Process | jmmm——— | Analyse Process

Existing Business Process Improvement

Figure: 2.3 Existing Business Process Improvement Model
Source: FastNet Business Plan (2015/2016:20)
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The abovementioned improvement process is currently being used by the researcher’s organisation,
that is operating within the network or technology environment. The reason why the researcher raised
this is because of the step-by-step approach that it follows in practice. This also focuses on a gap
between the existing theory and what was described in terms of the research problem in Chapter One.

Bharadwaj, El Sawy, Pavlou and Venkatraman (2013), propose that rather than enabling business
strategy, IT strategy should be shaping business strategy. Digital business strategy is defined as the
organisation’s strategy created and executed, using available digital elements to create maximum
differentiation for the business (Bharadwaj et al., 2013). Aron, Waller and Weldon (2014) define the
three key components of this leadership strategy for the successful digitalisation of business as being
people leadership, value leadership, and technology and information leadership.

What is a concern to the researcher is that he sees a gap between these leadership strategies and the
customer experience at the end of the day. The expectations and processes for future CSSs and loT-
related products are expected to be different (Mineraud, Mazhelis, Su & Tarkoma, 2016). The Internet
of Things (loT) is a novel paradigm that connects the pervasive presence around us of a variety of
things or objects to the Internet by using wireless/wired technologies to reach desired goals (Alberti
et al., 2016).

Since the concept of the loT was introduced in 2005, we have seen the deployment of a new
generation of networked smart objects with communication, sensory and action capabilities for
numerous applications, mainly in global supply chain management, environment monitoring and
other non-stress environments (Zorzi, Gluhak, Lange & Bassi, 2010). As mentioned in Chapter One,
there is the expectation regarding future environments that every product and solution will differ and
be treated primarily as a Customer Specific Solution (CSS). This means every solution or product should
have its unique processes and systems.

In short, the expectation of the researcher is to find or identify a method that enables multiple
different solutions. This also alludes to the gap between the existing theory and the research problem
described in Chapter One. Compare the current process with how Point of Sale (POS) and Wireless
Connectivity Services (WCS) used to operate, where it was more a case of doing the same thing 10 000
times — a cookie-cutter approach. Seeger (2006) confirms that operational effectiveness and cost-
efficiency have always pointed towards a cookie-cutter approach as being the preferred approach
when it comes to fulfilment and execution.

The experience over the last eight years has led the researcher to believe that a middle way was
needed, not only between the old approach and the new approach to be as effective and accurate as
possible in the fulfilment and execution process, but also to be as cost-effective and as practical as
possible. This further points to a gap between the existing theory and the research problem depicted
in Chapter One. Another area of concern is the opportunity evaluation processes that are currently
being followed. This process currently highlights the existing framework within BCX FastNet as to when
and how an opportunity is being evaluated.

As mentioned before, the step-by-step approach currently being followed has been a concern for the
researcher and he would like to stress that he is not convinced that this approach is the most relevant
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to delight future customers from an operational point of view. Refer to Figure 2.4 below to understand
how the opportunity process is currently evaluated, starting from the left and working toward the

right side.
Opportunity Evaluation Process
Sales & Clients Sales & loT Sales, Client & loT loTiCommercial Sales, Client & loT Commercial
I I — I
Initiate Client Eariy Technical Assist Client in Scoping Business & Optional Capability | Proposed
i . (Exploratory . . . . .
Relationship his problem Technical Viability Demonstration Generation
Involvement)
FastNet/BCX seen . '
as Technology (loT) |Structured Feedback |Optimise client touch point |loT Solution Design quld . CRD as
Partner Prototype if required  |reference
Formglatt_e Deal Initial Screening/ Expectation Management |Brainstorming Demonstrate to Client
Qualification approval
Define MVP Business Screening Customer buy in as
output
Revisit .
Budget/Timeframes Business Case doc
Deliverables CRD cover page as
output
I I — I

Figure 2.4: Opportunity Evaluation Process
Source: FastNet Business Plan (2015/2016:38)

In the experience of the researcher, the time and approval structures and processes that need to be
followed are too long, which leads to opportunities being missed. This gave prominence to one of the
interview questions that relate to the operational success criteria to take advantage of the window of

opportunity when it presents itself.

Further existing literature pointed the researcher towards how to become or remain a Market Leader.
To become a market leader, the current focus areas of BCX FastNet are broken into four categories,
namely product leadership, differentiated service, organisational effectiveness through great
leadership, and customer relationship excellence.

a) Product Leadership

b)Differentiated Services

leadership

c) Organisational.
Effectiveness
Through great

Market Leader

d) Customer Relationship
Excellence

Figure 2.5: Current Approach to Market Leadership
Source: FastNet Business Plan (2015/2016:79)
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The researcher is not convinced that these four focus areas will be enough or 100% relevant to remain
a market leader in the future. The gap that the researcher wants to highlight is that the current success
criteria to remain the market leader and expectations to delight future customers do not align.

The last existing literature or model to be discussed refers to churn and how it is currently being
handled. The churn rate is the percentage of subscribers to a service who discontinue their
subscriptions to the service within a given period (Lu et al., 2014). For a company to expand its
clientele, its growth rate as measured by the number of new customers must exceed its churn rate.
There are several reasons for churn increasing. Lu et al. (2014) confirm that with the rapid growth of
digital systems and associated information technologies, there is an emerging trend in the global
economy to build digital customer relationship management (CRM) systems.

Customer Churn .......

Lost revenue........

Figure 2.6: Customer Churn

The reason this is relevant for this research is because the researcher is not convinced that enough is
done to maintain and grow existing customers and that opportunities to grow and upsell existing
customers are missed because of this. All these current processes, models and strategies called
attention to will be tested and evaluated with current experts to validate its relevance and accuracy,
together with what deliverables and service characteristics will be non-negotiables for future
customers.

2.2.3 Sustainable competitive advantage

Seamless IT-business integration enables superior performance and provides value creation
opportunities for an enterprise to achieve sustainable competitive advantage. Yet, creating IT-
business alignment remains a challenge. Some users consider the existing IT-business alignment
methodologies too complicated for practical implementation. (Puspitasari, 2020).
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Puspitasari (2020) confirms that a simplified and practical framework, consisting of three elements,
formulate a comprehensive IT-based strategy. These three elements are value drivers of IT
implementation, competitive factors and an IT competitive strategy. The observational evaluation
with the experts concluded that the proposed framework would be helpful for the targeted users. The
framework application in a company also demonstrates the advantage and the usefulness of the
proposed framework.

Advantages of Big Data Analytics represents a competitive advantage for businesses. Business
decisions by analysing large volumes of data give them a different and added source for gaining a
competitive advantage within the market or sector (Ali & Novikov, 2020.).

2.2 Change Management within the ISP and ICT Environment

The secondary question relating to change management is what the organisational characteristics are
that would detect and predict effective change management within the ICT and ISP environment.
Within the telecommunication industry, there is a constant need to implement changes to enable BCX
FastNet to thrive within an ever-changing ecosystem. Whether the catalyst is an opportunity in the
market, outdated technology, changing customer expectations, or the need for cost reduction, the
logical process is the same.

2.3.1 Existing Change Model Process

First, it is necessary to understand what needs to be achieved, then the appropriate solution model
and technology must be identified to address the problem area. Finally, the solution must be
incorporated into the BCX FastNet operational mode, that is, the organisation needs to adapt to new
business processes, new tools, new skills, and new mindsets.

Change Initiation
Reguirements
Formulation
Prioritisation
Scheduling
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Change
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Change Facilitation| Solution Realisation
Business Analysis Technical Solution

Project Management Business Process Implementation
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Figure 2.7: Change Model
Source: FastNet Business Plan (2015/2016:49)
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The current view for BCX FastNet is that all these areas function separately and not as a unit. This leads
to gaps where certain areas or departments within the change management process have a different
understanding and insight into what has happened and what still needs to be achieved. This raises the
problem that, If one part is not functioning in alignment with the rest, the performance and output of
the machine are in jeopardy. Business organisations and the Information Systems team are expected
to be collaborating partners to change the machine that is BCX FastNet.

The expectation to execute or master change management was to create awareness across the
organisation that all functions are critical to the successful implementation of change. The expectation
by the researcher’s team has been that functional and departmental involvement will only vary
depending on the complexity and size of the change. This led to gaps within the organisation which
the researcher will focus on in his research questions.

Another approach by BCX FastNet over the last couple of years was to allow other business units and
third parties to handle change management and important focus areas. This was done to improve the
speed and quality with which the right solutions could be implemented. The ultimate priority by BCX
FastNet was to balance the need to enable rapid solution implementation, with the imperative of
maintaining and evolving a healthy core business (Parrot & Meyers, 2015).

This, however, did not realise, as factors like the mindset, understanding, skills level and attitude of
the staff had a bigger impact than expected on the result. The researcher thinks that, in hindsight, BCX
FastNet should have subcontracted part of the work more effectively rather than doing all of the work
itself. This gap was formulated as a question posed to the experts for discussion later in the research
process.

The reason why most of the work was kept in-house was to enable the existing teams to grow and
expand their knowledge as they understood the vision and goals of the organisation. This is where the
researcher experienced the risk of not getting the right balance between permanent employees versus
contractors. This issue of balance was also formulated as a question posed to the experts at a later
stage in the research.

2.3.2 The VUCA Impact on Change Management

Another cause that impacted change management was the VUCA world. Horney, Passmore and
O’Shea, (2010) indicate that the VUCA world faces four main challenges. The first one being volatility,
as a brutal increase in four dimensions of the changes that we face today: type, speed, volume, and
scale. The second one concerns uncertainty because of volatility, as we are unable to predict future
events. The third challenge is complexity due to widespread confusion, with no clear connection
between cause and effect, affecting all organisations nowadays. And lastly, ambiguity, as there is a
lack of precision, with the existence of multiple meanings within the conditions surrounding us.

What was pointed out by Horney et al. (2010) while working with many outstanding leaders with
extraordinary competencies, are the following aspects that were extremely relevant for the
researcher, especially within the ICT and ISP environment: The first stated that staff are being
overwhelmed and worried about not living up to their responsibilities. The second mentioned that
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staff are bombarded with emails, meetings, and expectations that are almost impossible to meet.
Raised last is that staff are experiencing increasing demand from multiple directions, with challenges
that do not stop growing in scope.

Horney et al. (2010) believe VUCA is the biggest challenge that humans have ever faced. The VUCA
concept seems to have been first introduced in the early 90s by the US Army War College to refer to
the multilateral world that occurred after the end of the Cold War and was characterised as being
more Volatile, Uncertain, Complex and Ambiguous than ever before (Horney et al., 2010).

In a business context, the VUCA concept took off after the global financial crisis of 2008 and 2009.
Since then, it has featured prominently in the development of leadership skills in various organisations
(Horney et al., 2010). Horney et al. (2010) argue that our brain loves to categorise and learn from the
past to secure our future. This has worked well for thousands of years. Without this ability to predict
the future based on past trends and to identify and validate risks, we would have disappeared as a
species. Horney et al. (2010) go further by saying that this complex internal evolutionary system has
done an incredible job of protecting us and allowing us to prosper for millennia, but that right now it
is beginning to fail and limit us.

The VUCA environment means that we must focus on what is possible (because anything can happen)
rather than on what is likely to occur (which is determined by what happened before) (Horney et al.,
2010). Horney et al. (2010) further indicate that four habits can help human beings to evolve and
improve their ability to deal with higher levels of complexity, and which are easy to implement. These
four habits include, firstly, to ask different types of questions, secondly to adopt multiple perspectives,
thirdly to develop a systemic vision and lastly to look at the whole picture and then take a step back
to see what is possible. Horney et al. (2010) also stress that this challenge is so critical that our survival
depends on it. He believes the current strategy should be to learn and not only to try and survive but
to thrive in this environment. He concludes by stating that we might as well enjoy it while changing
our mindset. That is what leadership development and coaching are all about, according to Horney et
al. (2010).

FastNet BCX has, with some success, over the last couple of years planned and executed an agile
approach from a project point of view to overcome these VUCA elements. Cracks or gaps did, however,
appear. There are two different methods and or approaches from a project viewpoint for all new
future products that can be used (Stackowiak et al., 2015). One is a waterfall approach and the other
is an agile incremental approach.

The waterfall approach is when various units of the business take matters into their own hands by
developing and deploying to independent markets to solve most immediate problems (Stober &
Hansmann, 2010). The agile method aims at providing a new product or service development in a
highly flexible and interactive manner. The agile method speaks to managing the design, building
activities of engineering and information technology (Stober & Hansmann, 2010). Finding the best
practice is one of the questions that the researcher investigated later in the research.
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The approach that was used to manage change management was the change curve, as illustrated
below. The change curve was used as a benchmark to see where in the process FastNet BCX was, from
a staff perspective.

The Change Curve
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Figure 2.8: The Change Curve (FastNet 2016)
Source: FastNet Business Plan (2015/2016:50)

One of the main concerns and stumbling blocks that has been experienced by the researcher over the
last ten years with the change management process is the time that it takes. The change curve has
always been used in certain sectors as a benchmark to list where in the process the company thinks
itis.

The curve highlights, firstly, that there is a perception amongst the staff that there is no need for
change. This indicates that the staff believes that whatever they have been doing and the way they
have been doing it will be sufficient going forward. The next stage refers to the staff being angry or
unhappy that they need to do things differently from how they used to operate and function in the
past. These perceptions and feelings could lead to uncertainty and vulnerability, something new that
could lead to a type of depression. Only then, at the next stage, do the staff members normally begin
to see and understand the reason for the change and try to participate and be part of the process
going forward, that would ultimately lead to acceptance. This process does affect the customer
experience as well.

The researcher believes organisations do not always have the time to go through the change
management stages and still be able to capitalise on the window of opportunity when an opportunity
presents itself. What this means is that by the time your team has gone through the change curve
process, there might not be many opportunities for the team left as the window of opportunity has
passed. Finding the best practice is one of the issues that the researcher investigated later in the
research process .
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The last point that the researcher wanted to highlight is that of the approach to change management.
Getting the correct buy-in from all the stakeholders from the start was perceived to be very important
(Legris & Collerette, 2006). The graph below reveals the steps that were expected to be followed over
the last couple of years to implement the management change.

This graph below highlights the role of strategy, culture, leadership and performance in the change
management process. The experience of this process over the last couple of years in FastNet BCX was
that it was a very time-consuming and extended process.
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Figure 2.9: Change Management Process
Source: FastNet Business Plan (2015/2016:73)

The best approach or best practice going forward for handling change management within the ITC or
ISP environment is explored further in Chapter Three.

2.2.1 Culture of the Organisation and its Role in the ISP and ICT Environment

The culture of the organisation and the successful implementation of the change management process
go hand in hand, according to the researcher. Evaluating the difference in the way a traditional
business and a web based business regard information, showed that the way the organisation views
information is a key differentiator in a successful implementation process (Porter & Kramer, 2011).

Traditional business typically sees information as a manner to optimise and protect the assets that the
company owns and uses it to generate business value and ultimately revenue (Porter & Kramer, 2011).
The researcher thinks that web companies put information central to the organisation thus enabling
start-ups to alter traditional businesses with more digital, innovative and technological means by
gaining market advantage.
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Considering the above, two components have come forward as key for the researcher, namely people
and information. Considering that traditional businesses often do not have the fully integrated
solutions of ICT or ISP companies, the information flow between the real world and systems is
informed by people and the attitude towards data.

This leads the researcher to the conclusion that people, together with the associated culture, are one
of the most important elements for success for companies seeking to make the move to a digital
business strategy, and to be successful and relevant within the ICT and ISP environment in the future.
Brewer (2013) identified the importance of people and the necessary supporting infrastructure as a
strategic leadership challenge. The context here was to develop creative digital clusters in the UK, but
it is also applicable to companies looking to create innovation and excellence within the business.

2.4.1 Current Performance Management Models

Driving performance within the team to achieve growth is also part of the current strategy in FastNet
BCX. This applies to the culture of the team and is about working towards the best fit for the
organisation to get the best performance and output. Several actions have been listed yearly in the
FastNet BCX business plan in hope to get the best culture fit (Parrot & Meyers, 2015). These include
the following:

Learnership programmes to be put in place to upskill and grow junior team members as well as shadow
match programme to be used to ensure behaviour and relevant skills are developed. Another point
that was mentioned was a compulsory onboarding programme to be developed and shared with all
divisions to ensure culture fit and alignment of understanding the company strategy. The last two
points highlighted were those of key leaders are placed on relevant courses and are educated for the
next generation leadership needed as well as performance enablement has been implemented
(Driven by the key performance indicators (KPIs)—see figure below).
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Figure 2.10: Performance Enablement Pyramid
Source: FastNet Business Plan (2015/2016:68)
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Although these actions were listed yearly on the business plan, the practical implementation and
prioritisation of these points remained a concern and has led to gaps. One of the gaps referred to is
the detail that is missing in the Performance Enablement Pyramid, which led to difficulty in separating
the performing staff members from the non-performing staff members. Finding the latest best
practice to get the correct culture fit is one of the issues that the researcher investigated later in the
research.

2.4.2 Historical Surveys and Existing Conceptual Model

In 2016 the researcher surveyed the culture of the operational team and measured the variables listed
below on the engagement of the team within the ICT and ISP environment. The independent variables
that were investigated were, in the first instance, the environment created by management relating
to a team member’s enjoyment in working for the company and establishing if the team member
would consider staying and recommend the company to friends and family. Secondly, the function or
job fulfilled by the individual was assessed, exploring whether the individual felt that the workload
was fair, whether enough information was available about objectives as well as day to day
deliverables, while the team functioned well as a whole. Thirdly, management’s willingness to share
information and the tools available to facilitate and improve the sharing of information were
considered, and lastly the individual as part of the team, the company and the assessment of self
within the environment relating to ownership and value-added were assessed.

The internal study was conducted in the BCX FastNet Operations team in 2016. The survey consisted
of 58 questions that each staff member in the team needed to rate between 1 and 5, with 5 being
strong agreement. The reason why the researcher wants to highlight this is because it gave him a
preconceived idea of what role culture has within an organisation. None of this information was used
for this specific research; it is mentioned because the 2016 survey highlighted certain areas in the
perceptions of the management teams that informed the researcher in his choice of a relevant field
for this current study.

The survey summary indicated that the expectation with BCX FastNet was that if these variables were
recreated within the company, it should lead to a culture change in the workforce resulting in an
associated change of approach. This change would manifest as improved alignment to the
organisation’s strategy.

Depending on the quality of the survey results, it may be possible to make further assumptions about
the most important factors and what would yield the biggest immediate benefit. The internal study of
2016 expected to validate the independent variables as important in creating and improving the
culture of the operational teams. The results were tallied per team over five teams so that
comparisons could be made between the results from the research instruments and the managers’
and technology teams’ impression of the relevant team’s input. This comparison was done by grouping
all the similar answers together, which is displayed in a specific colour in the bar graph below.

As a result of this culture survey, there was an improvement in the quantity and quality of input
provided to the digitalisation strategy of the company.
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Figure 2.11: FastNet staff feedback 2016

The survey led the researcher to believe, based on the grouping, that the reason why existing and
settled staff members were more reluctant to expand their knowledge and or scope of work could be
ascribed the fear of failure and operating outside their comfort zones. Another observation that stood
out was the request from management to align all the staff with the strategy of the company, but no
clear plan or suggestion was given on how this should be achieved.

Liu (2017) describes the comfort zone as a place, situation, or level where someone feels confident
and comfortable. High unemployment, skills shortages and work security are projected to be the main
drivers that lead existing staff to this approach. The points and causes listed in the diagram below
were very relevant to the researcher, as it was experienced daily.

Learning Zone (20% Of staff)
Living without Limits , Oppertunity, Courage,

Pursuing Dreams

Abundance, Acting in the face of fear,

Things | have never done
Things that are difficult
Things that | am afraid of doing

Comfort Zone
(80% of staff)
Playing Safe, Regret,
Ease, Mediocrity,
Risk free, Being like
Everyone else

Figure 2.12: The Comfort Zone
Source: FastNet Business Plan (2015/2016: 80)
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Current literature or knowledge shows that expanding the comfort zone of the existing operations
business units, in some way or form, comes across as being a big challenge that needs to be overcome.
It also guided the researcher to accept that there are various ways to explore and improve the comfort
zone of existing operations teams so that they will have what is required to turn into front-runners in
the future.

The current methods and main value drivers, as highlighted by Stackowiak et al. (2015) to improve
this comfort zone, is to broaden and deepen the technical skills pool and focus of the employees.
Stackowiak et al. (2015) indicate that other preferred methods to overcome the limitations of a small
comfort zone is to get staff to concentrate on core competencies by creating a safe, positive and
encouraging working environment for the existing team to operate in and explore. By doing this will
allow the company to successfully align and implement the SOP, structures and processes to cater for
future products and services.

These methods and aims will be investigated in depth in Chapter Three. Also, the researcher’s current
expectation and understanding are that the operational environment for future products and services
requires a more knowledgeable, proactive and flexible approach compared to the existing operational
business units that are more reactive, system-driven and structured.

The current expectations, based on the researcher’s experience and existing knowledge to date, is
that for these types of “future” products and services, the customer experience and the ongoing
benefit and interaction with customers are critical for future growth. It is also important to note that
for future types of products, especially CSS type of products and services, the success of any particular
business strategy depends on both the ability of operations to achieve excellence in the appropriate
performance objectives and crucially on customers valuing the chosen competitive factors on which
the business strategy is based (Anon., n.d.).

In general, most of the existing staff is well settled and content with their existing position and roles.
The lack of ability and willingness to change is highlighted as the biggest concern, which expects to
lead directly to the lack of flexibility, adaptability and productivity of the staff going forward. The
researcher could not find any real credible literature on how to handle and convert and pursue
problematic, non-performing staff or staff members who are resistant to change. This is a key area
that needed to be assessed, therefore the questions regarding best practice and success stories within
the ICT and ISP environment were validated during the interviews.

This aspect was important to the researcher because it raised the question as to the extent to which
the organisation has to accommodate employees who continue to resist change or how much time
and money it should spend on staff members who do not contribute anymore. The various ways and
methods to handle these staff members should also be part of the discussion. Various actions can be
taken regarding staff and affected role players. The researcher could not find relevant existing
literature to validate the industry benchmark, as it is perceived to differ according to the management
style and the organisation or industry environment. It is necessary here to indicate four factors that
affect the approach to creating a climate for change that needed to be tested during the research in
Chapter Three:
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1) What is the appetite/loyalty of the organisation regarding the change process?

2) Do companies have the required time to spend on successfully implementing the change
process?

3) How can the cost that will be spent per area, business unit or staff member be measured when
flogging a dead horse and what should be the target?

4) What is the situation regarding contract employees versus permanent employees?

Based on the literature review, there should be a direct similarity between the contributions made by
a team member and whether the team member displays key characteristics found in successful digital
companies. The employees and their thinking and approach are driven by certain key variables (Salo
& Karjaluoto, 2007), listed below:

Team perception of the company as a place of work
Team perception of the function or job
Perception of knowledge management

P wNPR

Employee’s impression of self.

The diagram below provides a graphical representation of what the proposed validations of the key
elements are to create a culture for digitalisation in operational teams as well as the other drivers for
digitalisation identified in the literature variables (Salo & Karjaluoto, 2007).
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Figure 2.13: Conceptual Model (FastNet Business Plan: 2016/2017)

The success of this approach was difficult to measure as no clear success criteria were defined. These
elements were tested in the research to validate their relevance in today’s environment as well as in
the expected future environment. The reason why this model was chosen was because of the focus
on the word perception relating to measuring culture. The researcher thought that too much publicity
was given to what the perception of staff was, rather than dealing with the non-performing staff
members adequately. This assessment was tested during the research to assess if this view is valid.
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The last source that the researcher wants to draw attention to is the challenges that are currently
facing South Africa within the ICT and ISP environment. This research discussed below considered
South Africa in general (Statistics, 2014). The reason why these aspects are regarded as challenges is
that the researcher believes they, directly and indirectly, affect the staff’s attitude to change due to
the fear of the unknown and exposure.

The challenges that stood out for the researcher were broken down into two areas: The first area
highlights past concerns and shortcomings. This includes the weak competition for goods and services,
the poor skill profiles of a certain population of the country, the current post-school system not being
designed to meet the skills development needs, as well as the performance of universities being
uneven. The second area reflects on the current future outlook, with the shortcomings being: Further
education and training (FET) that is too limited, with poor output, and not effective (65% of college
students are unable to gain work experience). also included are ongoing problems with sectorial
education and training authorities (SETAs), poor management, no proper monitoring and evaluation
and, lastly, no accurate records of beneficiaries and impact

The information above gives prominence to the fact that internal as well as external difficulties and
shortcomings are expected during the process of converting operations for loT excellence. STATS SA
(2014) also indicates that the possible reasons for these shortcomings and skills shortages could be
due to the closure of teacher training colleges, Apartheid legacy, inappropriate merging of educational
institutions, outcomes-based education, weak administration (e.g. failed delivery of schoolbooks) or
firms not willing to invest in training of employees to list a few.

What the researcher learned from this information on skills in modern-day South Africa is that the
education system is not adequately serving skills development and is in urgent need of reform. These
gaps will be further investigated in Chapter Four.

2.3 Conclusion

We are dealing with a world where change is ever bigger, where the future is less
predictable, where choices increase exponentially, and the way we think about these
options has unquestionably changed. Today, leaders must make decisions quicker,
processing huge amounts of information, in an environment where everything is more
interconnected than ever before.

One of the big problems appears to be that for many centuries, we have been raised in a
context in where we believed that the world was predictable. Nowadays a different mindset
is required, where the important thing is not to focus on what is probable, but what is
possible.

Based on the literature review in comparison with the research problem, gaps have been
identified and highlighted. The gaps that were identified through the literature was that
the balance between the success criteria of the future operational environment, organisational
culture and change management was not clear. Delighting the customers was used and interpreted in
different context and areas. Different areas and departments would interpret this in different ways.
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What can be done practically to delight the customer? The last gap that stood out for the researcher
was the criteria relating to sustainable competitive advantages within the ISP and ICT environment,
determining what would practically and realistically differentiate you from the competition.

These best practices relating to operational relevance, culture and change management

were thoroughly investigated in the research to determine what best practice would be
most effective in addressing and closing the gaps.
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CHAPTER 3

Research Design and Methodology

3.1 Introduction

This chapter outlines the design, methodology and steps that the researcher followed in Chapter Four
to fill the gaps as highlighted in the literature review in the previous chapter. The research design and
methodology, as described by Holden and Lynch (2004), should be determined by the researcher’s
philosophical stance and the social sciences phenomenon being investigated rather than being led by
methodology. This chapter covers the research design and methodology, inclusive of sampling,
population, establishing rigour during and after data collection, ethical considerations and data
analysis.

Runeson and Host (2009) define a research design as “a blueprint for conducting a study with
maximum control over factors that may interfere with the validity of the findings”. Understanding the
"lived experiences" marks phenomenology as a philosophy and as a method, and the procedure
involves studying a small number of subjects through extensive and prolonged engagement to develop
patterns and relationships of meaning (Creswell, 2013).

As indicated by the researcher, the research design will consist of phenomenological research, in
which the researcher identifies the "essence" of human experiences concerning the phenomenon, as
described by participants in a study. In this process, the researcher is expected to bracket or
groupprevious experiences gained to understand those of the participants in the study. What this
means is that the researcher needed to put his own experience aside and only focus on the feedback
and responses provided by the participants.

Creswell (2013) refers to qualitative research as “a form of social enquiry that focuses on the way
people interpret and make sense of their experience and the world in which they live”. The researcher
used a qualitative approach to explore the behaviour, perspectives, experiences and feelings of people
and emphasise the understanding of these elements. This approach adopts a person-centred holistic
and humanistic perspective to understand human lived experiences without focusing on the specific
concepts (Roberts, 2013).

Complete objectivity is impossible and qualitative methodology is not completely precise, because
human beings do not always act logically (Roberts, 2013). The researcher is highlighting this as he
wants to take a clear stance, having a preconceived approach, which raises the question of objectivity.
He expected to achieve objectivity by making sure that he interpreted and understood what the
participants were saying or answering, as well as being as clear and direct when asking the questions
to prevent any misinterpretation or grey areas. The rationale for using a qualitative approach in this
research was to explore and describe the opinion of audiences that have had successes in working and
operating in these future product environments.
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3.2 Research Design

The research design was based on inductive theory and was tested using the qualitative research
methodology approach, by developing knowledge by assessing variables and validating claims
specifically through experimental interviews with the target population. The researcher did mention
in Chapter One that all three the research problems would be investigated, which would allow the
researcher to justify the success criteria characteristics for a sustainable competitive advantage within
the ICT and ISP environment. This included the change management process as well as the required
cultural fit.

Just as a refresher, the primary and secondary questions that assisted the researcher to achieve these
objectives are the following: The primary question is what kind of framework will ensure the
operational success criteria for a sustainable competitive advantage that will add value to customers
within the ICT and ISP environments? The three secondary questions aligning with the primary
guestion, are as follows: Firstly, what are the performance criteria for ongoing operational success
within the ICT and ISP environment? Secondly, what organisational characteristics would detect and
predict effective change management within the ICT and ISP environment? Lastly, what are the
predicted elements required to establish the right culture fit within an organisation?

“The mode of inquiry informs the research design “and is in turn directly influenced by the ontology,
the problem, the aim and objectives and the nature of the research questions (Maree & Van der
Westhuizen, 2009). The design reflects the overall plan that is expected to be undertaken during the
study. According to Cooper et al. (2003), the research approach is critical for the outcome of the
research project. Cooper et al. (2003) argue that a qualitative approach will lead the researcher to
understand and predict trends through analyses of the different elements required to convert
successfully. This qualitative study used an inductive mode of enquiry because it used words to
describe the findings. Data were mainly sourced through interviews with the selected participants.
This were used to determine the person’s perspective and how he/she makes sense of the situation.
This type of research is undertaken in order to understand things as the respondents (participants)
perceive them.

Creswell (2013) further indicates the philosophical and key elements of four qualitative inquiry
approaches regarding research design and methodology: These four approaches are Narrative,
Phenomenology, Grounded and Ethnography theory. Phenomenology Theory is used to describe the
meaning of a ‘lived’ experience of a person to understand more fully what has occurred (Creswell,
2013). This type of research is undertaken to understand things as they are perceived by the
respondents. This research design requires fieldwork over an extended period, during which time
detailed notes are made on the beliefs, rituals and traditions of the group involved (Saldafia, 2015).
Phenomenology theory is therefore the theory that the researcher used . For this, the researcher
commonly used interviews to determine the person’s perspective and how he or she makes sense of
the situation.

Firstly, the researcher’s point of departure was that the general impression, history and understanding
of these future types of loT products and services are still relatively new and have only been around
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in some way or form for the last decade (Yang, Yang & Plotick, 2013). Then secondly, the researcher
expected that the best way to find answers and or recommendations for his research objectives was
to target leaders that have been able to continue growing their organisations or business units during
the last decade and have remained relevant within the market.

The main reason for this is that the researcher believed that not only was this a niche and limited
audience that he would target, but he also understood that he would need to target a variety of them
to gain the truth. Semi-structured interviews were used for conducting the qualitative research and
to get the desired data as this would create the framework in which interviewees could elaborate and
react. Each of these methods would be adapted to the research design and research method (e.g.
mixed-method research, action method research).

Table 3.1: Overview of the basic methods of data collection used by the researcher.

Overall purpose

Advantages

Challenges

Interviews | When you want to fully Get full range and depth of | Can be flexible with the
understand someone’s information. Develop a interviewee. Can take as much
impressions or experiences or relationship with the time as needed. Can be hard to
learn more about their answers interviewee and also being | analyse and compare. Can be
to questionnaires. able to create a platform. costly.

The interviewer can be biased
towards interviewee’s
responses.

Document | When you want an impression of | Get comprehensive and Often takes much time.

ation how a programme operates historical information. Information may be

review without interrupting the Does not interrupt the incomplete.

programme; taken from a review
of applications, finances, memos,
minutes, etc.

programme or client’s
routine in the programme.
Information already exists.

Need to be quite clear about
what you are and what you
want.

3.3 Research Methodology

According to Gray (2004), the ontology of western civilization has primarily been influenced by the
philosophy of Parmenides, a Greek philosopher who proposed Parmenidean ontology, which is a
permanent and unchanging reality of being. This ontology of being resulted in the emergence of at
least three epistemological positions, namely objectivism, constructivism and subjectivism. In
addition, to qualitative research designs, there are two main types of design: They are an interactive
mode and a non-interactive mode of enquiry.

With this research, the researcher employed an interactive mode of approach where the majority of
the data, feedback or responses were received in a face to face environment. This allowed for an
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individual’s subjective views to be studied, but also for the researcher to stay impartial, as promoted
by Gray (2004), as well as the researcher, who believes that individuals with similar biases react
similarly to stimuli. It is, therefore, possible to view reality from the outside and make determinations
on the impact of reality on individuals by applying these factors relevant to the target population.

The research design was a qualitative, exploratory study, using an inductive mode of enquiry because
it used words to describe the findings. This approach is expected to be best suited to the structured
and management background together with subjective analytical thinking ability. Exploratory type of
research is usually conducted to have a better understanding of the existing problem but usually
doesn't lead to a conclusive result. The goal of this approach is to understand human behaviour and
the responses of individuals to stimuli.

3.3.1 Research population

Pipino, Lee and Wang (2002), define a population as “the total number of units from which data can
be collected”, such as individuals, artefacts, events or organisations. Pipino et al. (2002) further define
the eligibility criteria as “a list of characteristics that are required for the membership in the target
population”. The criteria for the population that the researcher has used for inclusion in this study
were:

e Senior management and executives from predominantly English-speaking Western

countries.
e Age between 35 and 55 years, from all races and genders.
e More than 15 years’ experience in the Technological and Network environment.

The reasons for these criteria were, firstly, to ensure that the message is understood correctly and
that there would be no miscommunication; secondly, to make sure that the relevant person is
experienced enough and young enough to understand the modern-day ISP and ITC environment,
including the latest technology and innovation trends.

3.3.2 Profile of participants

The results of this study stem from the interviews. In total, twelve people were requested to be
interviewed, and of the twelve people, seven agreed via email to be interviewed, thus giving a
response rate of 58% as highlighted in Chapter Three. Initially, to gain background information about
the respondents, the interviewees were asked about their demographics, numbers of years of service,
as well as what each would consider to be their biggest success to date and why.

This was done to get background on the interviewees and provide a better context for the researcher
for the rest of the interview. All the participants had more than 20 years’ experience in senior
management in the ISP and ICT environment from a senior level upwards and were deeply involved in
decision-making in their organisations, which made all off them suitable candidates.
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3.3.3 Sample and Sampling size

The sample was chosen from senior management and executives that were successful in some way or
form in the technology and networking environment. There are two types of sampling design: the
probability sampling design and the non-probability sampling design. The difference between non-
probability and probability sampling is that non-probability sampling does not involve random
selection, and probability sampling does (Creswell, 2013). The researcher used non-probability
sampling as it was not possible to interview all the role players available due to constraints of time,
cost and resources.

Sampling decisions evolve during the research process, and sampling cannot be planned before
embarking on the study (Maxwell, 2008). Ongoing decisions about the direction of data collection are
dependent on the development of categories (Maxwell, 2008). What this means is that some
guestions will follow or lead, based on the answer to the previous question. An advantage of purposive
sampling is that it is used to adequately capture the heterogeneity of the population. The goal is to
ensure that the conclusions requisitely represent the entire range of variation, rather than only the
typical members or some subset of this range.

Another strength is that the sample can be purposefully selected to allow for the examination of cases
that are critical for the theories that underpin the study, or that have subsequently been developed.
The design of a research sample as described by Ritchie (2003) plays a critical role in determining if
the study sufficiently investigates the objectives. The sample must be representative of the target
population to allow for the possibility to generalise the findings that will assist and guide the
researcher to predict what will be required to delight future customers.

Purposive sample sizes are determined by theoretical saturation, which is the point in data collection
when new data no longer brings additional insights to the research questions (Marshall, Cardon,
Poddar & Fontenot, 2013). Purposeful sampling is, therefore, most fruitful when the data review and
analyses are done in conjunction with the data collection. To achieve this, a study will generate or
collect the initial data using purposeful sampling. Pipino et al. (2002) assert that the sample size does
not influence the importance or quality of the study and note that there are no guidelines in
determining sample size in qualitative research. The researcher did, however, take into account all the
timeline constraints as well as the quantity of the available experts when preparation started.

Qualitative researchers do not normally know the number of people participating in the research
beforehand; the sample may change in size and type during research. Sampling goes on until
saturation has been achieved, namely when no new information is generated (Carson, Gilmore, Perry
& Gronhaug, 2001). In this study, the total number of senior management members and executives
that were contacted was twelve, of which seven accepted the invitation. The researcher selected
these participants based on their success as leaders and managers of companies in the network and
technology environment in South Africa.

Sampling is the process of selecting several individuals for the research study in such a way that the
individuals represent the larger group from which they were selected, e.g. a subset of a population
that is used to represent the entire group as a whole (Ary, Jacobs, Irvine & Walker, 2018). The
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population refers to all the people in the country (or the world) that would meet your research criteria.
The sampling process of selecting units (e.g. people, organisations) from a population allows a
researcher to generalise the research results back to the population from which the sample was
chosen.

The researcher used non-probability sampling as it was not possible to interview all the role players
available due to time, cost and resources. There are different types of sampling, such as probability
and non-probability sampling. The research sampling methods that will be used will be towards
specific respondents. Purposive sampling means that you select research subjects for a particular
purpose (Green & Thorogood, 2018).

The reason why purposive sampling is used is that all respondents are expected to be experts, thus at
no point in the sampling process would people who know nothing of the topic be used. A researcher
would choose people based on their knowledge and expertise in terms of the research topic to
participate in the study. If you are undertaking a study where your respondents are experts, for
example, then there is no point in sampling people who know nothing of the topic. (Robson &
McCartan, 2016). In this study people, based on their knowledge and expertise in terms of the research
topic, were chosen to participate in the study. The aim was to get 9 to 12 leaders and experts in the
field. The majority of these were expected to be either Chief Operating Officers (COO) or Chief
Technical Officers (CTOs). Expectations were that the researcher was interested in getting the success
criteria from these CTOs and COO within the ICT and ISP environment. The criteria for selecting these
individuals were the following:

e CTO or COOs or senior managers from English-speaking Western countries

e CTO or COOs or senior managers between the ages of 40 and 55 years from all races and genders

e CTO or COOs or senior managers with more than 15 years’ experience in the Technological and
Network environment.

The reasons for the above criteria were the following: Firstly, that the researcher could relate to the
people by understanding the relevant person when conducting the interview and analysing them, as
well as knowing that the person has sufficient experience in this environment and secondly that the
person was “young” and “old” enough to see and understand the generation gaps. By this is meant
that the person is not trapped in old-school thinking on what has worked for him or her ten years ago.

3.3.4 Sampling process and procedure

Barnes, Grove and Burns (2003) refer to sampling as a process of selecting a group of people, events
or behaviour with which to conduct a study. The sampling process in this study aimed to select a
portion of the industry experts that represent the relevant population. Sampling is closely connected
to the generalisability of the findings.

The sampling of the participants was done as follows: Firstly, the possible participants were selected
after the researcher had pre-selected participants according to the criteria listed. Then, secondly the
research project was explained to the prospective participants who were on the shortlist and they
were asked personally if they wanted to take part in the research. Lastly, the researcher selected the
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potential participants for an interview discussion. In the event of a problem with convincing
participants who met the criteria for selection for the study, each eligible participant was asked after
the interview to refer colleagues or candidates who could add value to the relevant topic or would
have a different opinion or approach.

3.4.1 Data collection

There are two types of data sources, namely primary and secondary, according to Cooper et al. (2003).
A few examples of data collection methods are as follows: by email, questionnaires, telephone, face-
to-face or action groups.

According to Golafshani (2003), a research instrument is a tool used to collect data. An instrument is
a tool designed to measure knowledge, attitude and skills. During this research, data was collected
during one-on-one Interviews. Obtaining data from participants with different experience
backgrounds prevented information bias and thus increased credibility regarding the information.

The structure or plan for the data analysis of the qualitative study were coding practices in analysing
the data. Coding, according to Corbin and Strauss (2008), is used to assemble a comprehensive picture
of the information obtained during the data collection process. There are different types of coding
options and the one that the researcher used was axial coding. Corbin and Strauss (2008) describe
axial coding as a crosscutting or linking of related concepts to each other as a technique and procedure
for developing grounded theory. These concepts will then be grouped, based on the category that the
concept relates to.

The data collection method used was conducting interviews. This is mainly due to the complexity of
the study as well as the particular target market. Interviews were used to collect the data because the
researcher wanted to fully understand impressions or experiences of the target person (market
leaders) and learn more about their answers to get a full range and depth of information.

An interview is expected to provide the researcher with a structure to collect information from the
specified audience. The researcher used both closed- and open-ended questions in the interview with
the goal that he would be able to analyse the responses. Closed (or short) questions usually require
short answers. Candidates can only respond ‘yes’ or ‘no’ to these types of questions. A common form
implemented for closed or short questions is multiple-choice questions (Boeren, 2019). Open-ended
guestions, on the other hand, require a much more detailed response. The answers could come in the
form of a list, a few sentences or something longer such as a speech, paragraph or essay (Boeren,
2019). These questions cannot be answered by a ‘yes’ or ‘no’ — they need an explanation. They are
very useful in interviews (Boeren, 2019). By designing appropriate questions, one needs to gather a
decent amount of data using a small number of questions (Koshy, Zhang, Naqvi, Liu & Mohiuddin,
2010). The researcher created the interview template based on these ideas and concepts. A number
of these questions and feedback are expected to lead to other leads, best practises and ideas. The
researcher did include and group some of the responses when two or three different questions were
covered by one response.
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Responses to the questions: The researcher aimed to start with questions about the background of
the person in simple language which the respondents would understand and which would allow the
researcher to form an understanding of where the respondents came from. Interviews are usually
expected to give rich and informative data. The researched planned on conducting the interviews on
a one-on-one basis. The reason for this is because one does not want to stop the flow of the
conversation. Interviews were recorded, allowing the researcher to listen to the conversation again,
should he have missed something during the interview, or when transcribing the detailed interview.

There are two types of interview questions that can be used: structured and semi-structured (Anon.,
n.d.) With structured interviews, the researcher will have a set of pre-designed questions and will ask
only these questions, in the order in which he has designed it (Gibb, 2019). With the semi-structured
guestions, the researcher prepares a set of questions but will use sub-questions to delve deeper into
what the interviewee is saying. This is a much more flexible approach. This researcher expected to
adopt a more semi-structured interview approach during the interview (Gibb, 2019).

The study commenced with the following participants: Twelve participants were approached with
seven accepting the invitation. These seven consisted of the Managing Executive of Technical
Solutions BCX (ME), the Sales Executive for Integr8, the Chief Executive Officer of Qkon (CEO), the
Managing Executive of Nokia Southern Africa, Sales Executive for Middle East Africa of Dimension
Data, Senior Manager: Customer Engagement for CEB Maintenance and Senior Manager: Customer
Engagement for African Bank.

The researcher did include, in the form of participant eight, the feedback and recommendation from
an internal focus group within BCX, where seven-line managers were present, and the discussion
centred on culture and change. The researcher did pose his questions to the group as well to test the
responses.

Some guidelines that this researcher had followed in respect of interviews was to choose a
comfortable place for the interview to make sure the interviewee felt protected. He also made sure
the interview was not too long, no longer than 50 minutes.

3.4.2 Interviews

Interviews provide rich and informative data (Schultze & Avital, 2011). Further to this, Schultze and
Avital (2011), confirm that in most cases interviews are done on a one-on-one basis and should be
recorded to not stop the flow of the conversation. This would allow the researcher to listen to the
conversation again in case he has missed something during the interview and wanted to transcribe it,
the text being easier to analyse than a recording.

There are several advantages regarding interviews that were most appropriate for this research
project. The first one being that Interviews allow for easy correction of speech: any misunderstanding
or mistake can be rectified easily in an interview. Secondly, the interview method allows for more
effective use of time. It allows the researcher to do his or her homework before selecting and
interviewing the relevant applicant, thus, to be prepared as best as possible before each interview.
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Lastly, Interviews are more cost-efficient. In a very short time, communication can be accomplished
with the interviewee, as it is a very simple, prompt and low-cost method of communication.

There are two types of interviews: structured and semi-structured. In structured interviews, the
researcher typically will have a set of pre-designed questions, and ask only these questions, in the
designed order. For semi-structured interviews, a researcher also prepares a set of questions, but sub-
guestions can be used to delve deeper into what the interviewee is saying. This is a much more flexible
approach, which the researcher has consequently taken with this research. The reason for this is
because the researcher was expecting more opinions and views to come out of the original set of
guestions, that would lead to new questions and concerns that were not thought of or known about
at the beginning of the research project.

Interviews are used when one wants to fully understand someone’s impressions or experiences or
learn more about their answers. It is expected to allow the researcher to get a full range and depth of
information to develop a relationship with interviewee. Another positive characteristic of the semi-
structured interview in particular is that the researcher can be more flexible with the interviewee, as
one can spend more time on certain questions rather than being restricted by the predetermined
structure without the point or question being properly covered. The interview technique used by the
researcher was to maintain eye contact with the participants as well as focusing on being structured
to allow guidance. The essential planning as done beforehand.

At the end of each interview, the respondent is asked whom he suggests the researcher should include
in the study. This is known as Snowballing sampling. In snowball sampling, initial seed respondents
recruit additional respondents from their network of friends. The recruiting process repeats
iteratively, thereby forming long referral chains. (Schonlau, 2012). The researcher made use of
snowball sampling, because of the relationship and similarities between the respective leaders within
the ICT and ISP environment, being a small environment with various companies working together or
interacting through joint ventures and business collaborations, making referral logical.

3.4.3 Response set bias

Personal characteristics of participants may influence their responses to questions, resulting in the
phenomenon of social desirability of response, extreme forms of response and acquiescence. By
means of the interview technique, the signed consent form, explaining the purpose of the research to
the participants, assuring them of confidentiality, the above possibilities were reduced. The
researcher was the main conductor of the study in the participants’ natural and familiar environment.
Sometimes temporary states of participants, such as anxiety and fatigue, can influence their response.
To limit this, the interviews were scheduled and planned at least two weeks ahead to allow both
parties to be well prepared and in a good space

The researcher practised bracketing as well as reflexivity to overcome any response set bias. The

researcher also went back to the relevant participants after each focal point to verify and clarify their
responses if unclear or if there was room for interpretation.
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Administration variations, such as mixing of notes or running out of power, can cause problems during
data collection. In this study, the researcher practised how to use the recording function on his phone
and also had a spare phone for backup, with both phones having enough memory space and battery
life. The phone was placed on flight mode to prevent any incoming calls taking place during the
interview.

3.4.4 Research instrument

In this study, the researcher was the primary data collection instrument because the data gleaned
from participants were words spoken in the context of the research problem (Holloway & Wheeler,
2002). To ensure the credibility of the data collected, the researcher laid aside his preconceived ideas
by writing down his opinion on the research problem so that he made sure that it would be taken into
consideration when the findings were established. This allowed flexibility in the collection of data. The
participants were not guided by the researcher’s prior knowledge of the phenomenon, but by their
own experience.

3.5 Data Analysis

Data analysis entails organising, providing structure and eliciting meaning from data. Analysis of
qualitative data is an active and interactive process (Smith & Smith, 2018). Data analysis commenced
after all the interviews had been conducted. It was done on a point-by-point basis, which means that
the researcher analysed all the responses and answers on one question from all seven participants
before moving on to the next point or question. This allowed the researcher to keep focus and
concentrate on each specific focal point.

The researcher used reflexivity and perceiving to lay aside his preconceptions regarding the
phenomenon under investigation. This assisted him in ensuring that he understood and interpreted
the responses correctly and accurately. Afflerbach (2020) identified three intellectual processes that
play a role during data analysis which the researcher implemented in the research. The three
intellectual processes are the following:

1. Comprehending: The researcher wanted to learn about what is going on. When
comprehension was achieved, the researcher was able to prepare a detailed description
of the phenomenon under study. When saturation was achieved on the topic the
researcher moved on to the next question.

2. Synthesising: This involves the researcher sifting data and putting the pieces together.
This enabled the researcher to make sense of what is typical regarding the phenomenon.
The researcher did make general statements regarding the phenomenon and participants.

3. Theorising: This is the systematic sorting out of data. Alternative explanations of the
phenomenon were developed by the researcher to determine their correlation with the
data.

These processes that were used to assist the researcher, ensuring that he understood and interpreted
the response, comments and feedback correctly and accurately, entailed various aspects. In the first
instance, qualitative data analysis is less standardised, with a wide variety of approaches. For this
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purpose, the researcher had chosen from a specialised, standard set of data analysis techniques
(Merriam & Grenier, 2019), to assist the researcher, leading to new concepts and theory by blending
empirical and abstract concepts.

Qualitative data analysis is in the form of words, which are relatively imprecise, diffused and context-
based (Merriam & Grenier, 2019). Understanding the data analysis procedures was very important
and crucial for the researcher (Merriam & Grenier, 2019), as it was expected to assist the researcher
in becoming familiar with a range of inferential statistics and their applicability and limitations in the
context of the research project (Richards, Killian, Graber & Kern, 2019).

Data analysis was an ongoing activity, which not only answered the question but also gave the
researcher directions for future data collection (Merriam & Grenier, 2019). The accuracy and the
reliability of the data were of utmost importance for the success of the study and was collected
meticulously. The data was analysed based on the integrity of non-scientific knowledge to verify the
accuracy in the decision-making process (Merriam & Grenier, 2019).

Data analysis procedures (DAP) were implemented to help the researcher arrive at the data analysis
(Sarstedt, 2019.). The data analysis was expected to assist the researcher in converting data into
information and knowledge and to explore the relationship between variables (Sarstedt, 2019). A
systematic observation had to be followed to specifically confront and level out the direct bias that
the researcher had developed (Sarstedt & Mooi, 2019).

Axial coding was applied where keywords that were mentioned or highlighted by the interviewees had
been grouped. These groupings lead the researcher to their findings. These groups and finding were
then broken down into categories which speak to each of the three focal points. Acquiring knowledge
in a controlled manner implies that the condition under which the data was obtained, represents the
conditions to which the data applies (De Silva, 2018).

3.6 Ethical Considerations

Ethical considerations relate to the moral standards that the researcher considered in all the research
methods in all stages of the research design. Mechling, Gast and Lane (2018) list crucial principles
relating to ethical behaviour, which the researcher had submitted and taken into account in his ethical
clearance application form, which was approved by Da Vinci.

The first point addressed was freedom from harm. In this study physical harm was not considered,
however, the researcher bore in mind that the psychological consequences needed sensitivity. The
researcher was sensitive to the participants’ emotions when posing probing questions that could
psychologically harm the participants. The researcher told the participants that if they felt that some
parts of the interview were unreasonable or made them uncomfortable, they were free to withdraw
from the study or choose not to answer the questions

Secondly, freedom from exploitation was considered. Participants in this study have been protected
from disputant situations. They have been assured that their participation or the information they
provide, would not be used against them. The researcher-participant relationship was not abused. The
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recordings and written narratives were safely stored and were destroyed after the study. The
researcher did consider the risk-benefit ratio and kept risk to the minimum. The participants also
confirmed that they did benefit by sharing their ideas with the researcher as to what and why certain
guestions were asked relating to requirements for a sustainable competitive advantage.

Thirdly the right to self-determination was taken into account. The right to self-determination implies
that prospective participants should not be coerced into taking part in the study. Participants were
approached, and the purpose of the study was explained. No remuneration was offered, and
participants were informed of the opportunity to withdraw at any stage of the research. Verbal and
written consent was obtained. Individuals who refused to participate were not coerced into
participation. The researcher did share the aim and purpose of the study, the type of interview and
other data collection processes with the participants. This included the right to privacy, which means
that the information provided by participants would not be shared without their permission, as they
had duly been informed.

Concealment, which is the inability to link material to participants, was upheld. There was no
identification of people at or upon recording and, besides, these recordings were to be destroyed. The
participants were assured of confidentiality verbally and in the written consent form.

3.7 Trustworthiness of the Study

The researcher enhanced the trustworthiness of the study based on Shenton’s (2004) four criteria for
that purpose. The first criterion, credibility, was to demonstrate that a true picture of the
phenomenon under scrutiny was being presented. As regards the second criterion, transferability, the
researcher ensured that sufficient detail of the context of the fieldwork of the prevailing environment
was similar to another situation with which he is familiar and that the findings can justifiably be applied
to the other setting. Thirdly, the researcher ensured that the dependability criterion, that is difficult
to meet in qualitative work, was properly recorded to guide or enable a future investigator to repeat
the study. Lastly, confirmability was demonstrated by the key findings, and not predispositions, that
emerged from the data.

3.8 Conclusion

In this chapter, the researcher has described the research methodology and the approach that was
taken. The purpose of the research design was to exploit valid answers to the research question. This
was achieved by using a non-experimental, qualitative, exploratory-descriptive approach that was
contextual. The research was a qualitative, exploratory study, using an inductive mode of enquiry. The
source of data gathering for this exploratory research was interviewing. The researcher interpreted
the data by using a descriptive method to analyse it and by ensuring that the data was trustworthy.
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CHAPTER 4

Presentation of Findings

4.1 Introduction

The problem statement, background and rationale for this research were introduced in Chapter One.
The literature review was presented in Chapter Two. From the literature review, it became apparent
that there were various factors or gaps between the available literature and the current problem that
the researcher needed to consider and investigate.

The methodology that was applied in conducting and completing the research project was discussed
in detail in Chapter Three. The research approach, data gathering techniques and tools of analysis
were explained in that section, and the research paradigm and design were presented.

Before starting with the interpretation and findings, it should be born in mind that the researcher had
done a pilot case study and survey in 2016, as highlighted under point 2.4.2, to validate some
assumptions that he expected to encounter throughout the research project. All those findings, it
should be noted, have again been validated and cross-correlated with the participants during the
current research interview.

In this chapter, the feedback and information received by the experts regarding the relevant questions
and focal points will be highlighted. The focal points will be explained in Chapter Four.4.1 under the
development of categories or emerging themes.

4.2 Overview of the Interview Process

Leedy and Ormrod (2014) state that a researcher begins with a large body of information and must,
through inductive reasoning, sort and categorise it and gradually boil it down to a set of abstract,
underlying and manageable focal points. By analysing the content, the researcher is often the
instrument that determines the specific characteristics to be studied after having carefully scrutinised
the body of evidence that had been collected. This leads to possibly meaningful recognisable
characteristics that can be counted.

In this study, a characteristic was only counted once, even if it was mentioned more than once in
response to a specific question. The perceptions and beliefs of participants are at the heart of
qualitative research, and the semi-structured interviews conducted allowed the researcher to learn
about their opinions and perceptions about the needs and desires of future customers in the ISP and
ITC environment (Mayhew, 2017).

As highlighted in Chapter Three, axial coding was used by comparing one unit of information with the
next, looking for recurring regularities. The data was broken down into parts, assigned to the bits of
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categories or classes that formed the base for the emerging themes. The detail regarding the coding
process will be discussed in Chapter 4.4, Overview of the analysis process.

The participants were given the background regarding the purpose of the research and the
researcher’s intentions before their being asked to sign the informed consent form. The interview
guestions were exploratory. The questions were designed to detect patterns and common focal points
as highlighted in the participants’ accounts. Each interview lasted for about 45 minutes to one hour,
and the participants could respond to the questions openly to prevent the researcher from influencing
their response. The researcher referred to participants by number, for example as P1 up to P8, to
safeguard the confidentiality agreement with participants.

In this research, the interviews were guided to avoid leading questions and the introduction of bias. A
working awareness of bias is imperative in all interview research (Creswell, 2013). As highlighted in
Chapter Three, the researcher expected to achieve this by making sure that he interpreted and
understood what the participants were saying or answering, as well as being as clear and direct when
asking the questions to prevent any misinterpretation or grey areas.

Recordings were verified for context and content accuracy before analysis began. These precautions
and the fact that the conclusions that were drawn were grounded in actual data, helped minimise the
risk of bias.

4.3 Overview of the Analysis Process

The data that the researcher collected from the interviews were analysed strictly and systematically
to discover and measure the common similarities and keywords which the participants used. As
mentioned in Chapter Three, the researcher used axial coding, which Corbin (2008) explains as a
crosscutting or linking of related concepts to each other as a technique and procedure for developing
grounded theory. The reason why the researcher selected axial coding is because of the expected
similarities and overlapping concepts shared by all these participants.

Appendix A provides a detailed list of interview questions (Appendix A). The relationship between the
focal points and emerging themes were considered systemically. Participants were requested to
respond to questions based on their experience and knowledge. During the interviews, it was
important for the researcher not to restrain the participants but to give them time to talk about how
they understood and described their experience of operating successfully within the ISP and ICT
environment.

The data that was collected from the different interviews were combined, analysed and interpreted,
culminating in the final results report. During the data analysis phase, the findings from the interviews
were merged or integrated to gain a better understanding of the barriers and enablers of the
processes followed in organisations regarding culture, change management and delighting future
customers.

Every response to the interview questions was captured onto a spreadsheet using Microsoft Windows
Excel software 2003. Each row was dedicated to a respondent. Appendix G illustrates the summarised
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responses related to the questions. A process of inductive reasoning was used to determine the focal
point and concepts of the respondent, associated with the specific question. This is illustrated in
Appendix F. The interviews were documented in Microsoft Word format. Tables were created in
Microsoft Excel to allow the data collected to be segmented in rows and columns. This format was
chosen to analyse the data, as it allowed for more information to be entered into a single field of the
table displayed on screen than allowed by Microsoft Word.

Each question was inserted into a row and every respondent linked to the question was labelled and
entered (Appendix G). The responses were then summarised and labelled with numbers where the
responses carried the same meaning or were related. The meaning was then labelled (Appendix F). A
framework of focal points and characteristics (Table 9) was developed from the summarised meaning
in Appendix F and Table 9. A framework for the coded interview questions comparing the coded
interviewees with the coded responses was developed. If a response related to a specific characteristic
in a focal point was mentioned more than once in an answer, the summary counted the characteristic
once. For reference to meaning, please consult Appendix F.

The elicitation process involved transcribing all interview recordings to validate trends and points of
interest that were raised by the participants. The researcher provided adequate time to review each
recording as some were long. To ensure that all the valuable information was gathered correctly and
adequately, the researcher reviewed and verified the data collected for accuracy before analysing the
actual data collected.

4.4.1 Development of emerging themes and related focal point questions

According to Elo (2008), emerging themes are the grouping of examples such as events, procedures,
occurrences or focal points that share central features or characteristics. As mentioned at the start of
Chapter Four, these themes would relate to the focal points described in the literature review. The
response to each question was numbered with a unique letter confirming the focal point and the
number confirming the related question. The questions the researcher refers to as focal points that
consisted of the following:

44.1.1 Focal Point A: The best performance criteria

Six questions were asked regarding this focal point: Firstly, What are the biggest challenges that are
currently being experienced in the ICT and ISP environment (A1)? Secondly (A2), What is your
approach to overcoming these challenges mentioned in A1? Thirdly (A3), What is the biggest risk
currently impacting the ISP and ICT environment? Fourthly (A4), What are the opportunities that might
exist because of this? Fifthly (A5), What would you highlight as the 5 main characteristics and
necessities of future customers in the ISP and ICT environment? Lastly (A6), What is required from an
operational perspective to delight future customers? These questions all bear upon what is needed to
capitalise on the window of opportunity from an operational perspective.
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44.1.2 Focal Point B: Organisational characteristics for effective change management

The five questions that were asked with reference to this focal point were: How have you successfully
approached and managed change management in your organisation/ environment/ area (B1), in the
first instance? Secondly, In your view what would be the best approach in handling problematic/non-
performing staff as well as staff that is resistant to change (B2)? Thirdly, Do you agree with the
Leadership challenges in the VUCA world and what has been your strategy or approach to overcome
them (B3)? Fourthly, In your view, what do you see the organisation’s approach needs to be for talent
attraction, retention and growth relating to the future (B4)? In this instance, the researcher attempted
to clarify if it is not better to rather outsource the best-suited team at any specific time for any specific
products or requirement. Lastly (B5), What is the participant’s opinion regarding contract staff versus
permanent staff, and what should be the best approach?

44.1.3 Focal Point C: Preferred elements for the right culture

The three questions that were asked in connection with this focal point were, How does the
respondent define the culture of the organisation and what part does he or she think it plays within
the organisation (C1)? Secondly (C2), What would you say are the key factors and criteria to get the
correct cultural fit for the organisation? Finally, What is the participant’s opinion of culture versus the
company’s vision and how does the participant see that relationship (C3)?

Table 4.1 Framework of the Emergent Themes Derived from Transcribed Interviews

Theme Code Main Themes L1 Categories L2 Sub Categories
1.1.1 Understanding the Customer
1.1.2 Customer Experience
. 1.1.3 Communication/Transparency
11} Macre Envirenment =773 Collaboration/Relationship
1.1.5| Customer Sustainability (Local/Global Success)
1 Success Criteria to delight future Customers 1.1.6 Credibility and Trust
1.2.1 Strategy Alignment
1.22 Systems and Workflows
1.2 Micro Environment | 1.2.3| Customer Technelogies/innovation Advantages
1.2.4 Ongeing Service Improvement
1.25 One Approached
212 Define and Design and Execution
21 Leng-term 213 Performance Management
214 Report and Recognition
2.2.1 Employees perception
2 Change Management 22 Sustainable 222 Subcontract
223 Capabilties/change
2.3.1 Personal/stability
23 Buy-in 232 Communication/Transparency
233 Understanding/passion/energy
3141 Windset
3.1 Behaviour 312 Customer Centric
3.1.3 Teamwork/challenged
3 Right culture fit .21 Trustiong term
N 322 Ownership/growth/performance
3.2 Value Workforce 3.2.3 Knowledge/improved/challenged
3.2.4 SocietyiTrans formiinterested

Table 4.2 Framework of the Main Themes by Objective
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Theme . . . .
Code Main Themes | L1 | Categories| L2 Sub Categories RelatediMore detail Count
1.1.1 Understanding the Customer Biggest Challenges 21
1.1.2 Customer Experignce Overcoming these shortcomings 18
11 Macro 1.1.3 Communication/Transparency Biggest risks facing your ISP or ICT industry 14
" | Envirenment [ 1.1.4 Collaboration/Relationship Biggest opportunities L]
Success - ——
Criteria to 1.1.5 Business and Customer Sustainability 24
1 delight future 118 Credibility and Trust Managing the customer relationship (What changed) 8
Customers 1.2.1 Strategy Alignment/Cost S main characteristics and necessities of future customers 10
Micro 122 Systems and Workflows 8
1.2 Environment 1.2.3 Custemer Technelogies/innovation Advantages 35
124 Ongoing Service Improvement/Growth/change 3
1.2.5 One Approached Capitalise on the window of opportunity 9
212 Define and Design and Execution The dead horse theory. Manage and measure 3
21| Longterm |[21.3 Performance Management 10
214 Report and Recognition Best approach in handling problematic/non-performing staff 0
Change ) 221 Employees perception/Part of the team 2
2 Management 2.2 | Sustainable [2.2.2 Subcontract 7
223 Capabilties/change Management process Leadership challenges in the W.U.C.A world, How to overcome &
231 Personal'stability 18
23 Buy-in 232 Communication/Transparency Talent attraction, retention and growth &
233 Understanding/passion/enargy Contract Staff vs permanent staff 10
314 Mindset/Culture 21
31| Behaviour [31.2 Customer Centric Definition of cutture 16
Right culture 3.1.3 Teamwork/challenged Key factors and criteria 18
3 fit 321 Trust/leng term/safe environmentHonesty Overcoming these cultural stumbling blocks 24
32 Value 3.2.2 Ownership/growth/performance Teamwork, suggested approach 18
Warkforce |3.23| Knowledge/improved/challenged/Critical Thinking Expand a team’s comfort zone 11
3.2.4 Society/Transforminterested Success criteria for the future operational environment? 13
371

4.5.1 Theme One derived from Focal Point A: Best criteria to delight future customers

Depicted above are the key findings from each applicant concerning the questions posed with
reference to focal point A. Theme one is grouped in three subthemes, being Future Customers,
Necessities, Transparency, Collaboration; and Relationship, Technology and Innovation and, finally,
Increase Marked Share for a Sustainable Competitive advantage. Below is a more detailed elaboration
on what the researcher has learned and found relating to the best performance criteria for ongoing
operational success.

4.5.1.1 Future Customers, Necessities, Transparency, Collaboration and Relationship

The first interviewee stated in his own words “Do not fragment the customer experience, rather build
relationships and be completely transparent with the customer”. This can be achieved by Operations
attending all weekly customer meetings with Sales. Also, from a strategic point of view, it is important
to understand where the customer is going. It is also important for the customer to understand the
challenges Operations are experiencing. This should enhance the partnership and should create trust
with the customer.

Another point that stood out was the need to modernise legacy systems and making sure Companies
and or Clients do not just work around it and by doing so, negatively affect the productivity output.
Also highlighted was the need to continuously get the basics right and to understand that customers
are now considerably more demanding as they are increasingly better educated technologically. The
way that different approaches and methods could be used to create a “better” culture stood out
during the interviews. What became apparent was how the older generations were more client-
centric, understanding the customers’ problem, compared to the millennials that did not understand
or care about the customers’ issues, but compensated for it by adding value with their higher energy
levels and ability to adapt to change more easily than the older generation.
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Quite interestingly, being able to have a relationship with the customer was also mentioned, as this
would allow one to have a physical point of connection with the customer, so that one could
continuously position the company trying to stay ahead of the curve in relation to global and local
factors. The researcher was surprised that this was raised, as he had expected that these things
inevitably happened. The objective to get the basics right and offer a solid affordable service to the
customer by removing customers’ problems came across strongly. It was highlighted that this could
be achieved by focusing on quality, delivering on time and delivering what one promised to deliver.
The message was to treat current challenges as a window of opportunity, and not to delay.

The old cliché of staying relevant and ahead of one’s competitors was also mentioned, but what stood
out for the researcher was the “how”. Points on the aspect of “how” that were highlighted, were the
need to accurately use systems, to understand the customer’s lifecycle as products become irrelevant.
Participants stressed the value of explaining in detail to the customer how the services and product
changes would affect him or her as well and come up with solutions together.

Some points, from inside the organisation, that were raised, was the need for people to communicate
properly and be aware of the negative effects it had on the business if they did not. This referred
particularly to the risk that arises when people do not seem to interact or communicate properly
thereby creating a lot of confusion, as emails and WhatsApp messages are being misinterpreted.
Verbal dialogue and face to face discussion seem to be the answer. This appears to be quite obvious,
but what stands out is the ripple effect that an act of unsuccessful communication has on the
organisation.

4.5.1.2 Technology and Innovation

The most commented-on category was that of technology and innovation. The recommendations
from the experts were both positive and negative. The positive aspect was how all of them validated
the notion that technology and innovation needed to be implemented and prioritised to be more cost-
effective, creative and efficient to delight future customers.

The Fulfilment, Assurance and Billing (FAB) process was highlighted on several occasions, mainly to
highlight how it differs between the ICT and ISP environment. The process cannot just be copied. Each
FAB process needs to be properly thought through, tested and only then implemented. Another point
raised was the need for companies to make sure that they have the relevant skills in place to offer a
simple solution to the customer. The need to constantly think differently was also highlighted and
what was learned from it was the continuous need to be able to act faster to successfully counter and
match disruptive technologies to continually delight one’s customers. This approach expects and
allows one to still charge the customer a premium.

The negative part mentioned by four of the seven interviewees was the staff’s resistance towards
embracing technology, as they are fearful that it would lead to job losses. It was recommended that
extra effort be made to communicate with the staff so that they can clearly understand the objective
to grow, as well as what the plan relating to their own position in the company entails.
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45.1.3 Increase Marked Share for a Sustainable Competitive advantage

Customers must remain successful for them to be able to pay, grow and expand. This can also be
achieved by making sure that businesses become more and more agile by using more accurate
automation, breaking down silos, having faster systems integration and digitisation processes.

Another interesting point is to understand the customer’s lifecycle and then adapt accordingly, so that
the customer is educated and informed in advance of how the services and product changes will affect
him or her. Organisations and business are expected to be more successful if they have a single
approach to service in the organisation instead of various service approaches from each silo within
the organisation.

The last matter that was highlighted was the need for transformation in South Africa, the need to use
global stations and use the best the world could offer, like global hubs, demutualisation and
outsourcing operation needs where possible. All this should allow one to be more competitive and
relevant within the market, which would assist in increasing market share towards a sustainable
competitive advantage.

46.1 Theme Two derived from Focal Point B regarding effective change management

Theme two consists of two subthemes, the one being detailed performance management and the
other one staff member characteristics. These were the most two common categories that the
researcher encountered when discussing the findings. The view of the applicants in respect of the
second theme was clear: nobody likes to change if they do not know and understand why things are
changing.

It is interesting to note that all applicants mentioned that restructuring was not always a bad thing
and could be used to differentiate yourself from the competition. Consensus was that change
management was needed, as the industry’s environment changed consistently.

46.1.1 Detailed Performance Management

All the respondents highlighted the need for accurate, direct and detailed performance management.
The KPIs that are identified needed to be very clear, achievable and continuously and timeously
reviewed and managed. Companies should not easily approve headcount, only when the long-term
goal regarding that position was clear. In addition, if staff members were not performing, they needed
to be dealt with directly, timeously and accurately, as time could be wasted on micro-management.

Another finding that stood out was the approach to only invest in areas that were growing and cutting
your losses fast and directly in areas, sectors or divisions that were not growing. Also stressed was the
need to keep staff involved with the latest technology and making sure that constant recognition is
given. The last interviewee placed a lot of emphasis on keeping staff members challenged as part of
their internal career path, which seemed to be another common deduction.

Challenging staff members could be achieved by getting engineers and other departments out of their
comfort zones by working together. Cross-skilling would be one way. The following practical example
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was mentioned: Should a major outage or problem occur, let all the teams stay behind and fix the
problem. Also recommended was that intellectual property and skills transfer needed to be prioritised
so that the younger generation or new staff members were not left behind.

4.6.1.2 Staff Members’ Characteristics

Preparation for change is very personal in nature and should involve everybody affected; the long-
term vision and plan needs to be clear. The company still has to be a safe environment for the staff
member to work in and his family must be taken care of. The family ought to be taken into account
first and then the business concerns should follow.

The characteristics of the preferred future staff member mentioned in the interviews were very
fascinating to the researcher. The consensus was to avoid negative people. There was even a
recommendation that newspapers should not be read at work, which highlighted to the researcher
the sentiment that everything needed to be done not to lose focus or waste time within the ISP or ICT
environment. The focus had to be on the good, positive hardworking staff that would change the world
for the better. When you needed to increase headcount, the general response was to hire people with
passion, positive attitude and character.

People could be trained in most skills; of importance was that the person fitted into the company’s
long-term future. Thinking and commitment could not be expected from contract staff, only from
permanent employees. Permanent staff members are at the core of the business function and share
the vision of the organisation. Permanent staff members described themselves as the DNA of the
business, as quoted by four of the seven experts, who continued saying that they are still the voice of
the business.

The last finding regarding the permanent versus contractor matter was that it might be an advantage
going forward for the business to justify creating a mediator area or involving, appointing or selecting
a person that focuses on predicting what the best services and staff approach would be for a specific
solution or product. Getting the strategy right and executing it had been mentioned frequently, and
the approach that stood out for the researcher was captured by the Qkon representative’s phrase
“Plan the work, work the plan and the plan will work”. Getting the strategy right is key, but executing
the strategy was even more important.

Finally, the critical opinions and feedback provided that were most prominent related to two points:
making change personal for every staff member that will be affected and making sure that staff
members understand exactly what role they need to play and how it will affect them. The experts
predicted that if this happened, the success rate and accuracy of the change management process
would be much higher. Passionate and well looked-after employees are expected to assist more
effectively in overcoming difficult times. The conclusion that the researcher came to was that tough,
difficult economic times will happen and will continue to happen and sometimes one had to face out
the difficult times, climb the mountain, even if one does not know which route to take.
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4.7.1 Theme three derived from focal point C regarding the right culture fit

Theme three consisted of two subthemes. The first one was the wellbeing of staff members and the
second one the mindset of people. These were the two most common emerging categories that the
researcher noted when discussing the findings.

47.1.1 Wellbeing of Staff Members

A common finding regarding culture that stood out for the researcher was that of the wellbeing of the
staff members and the staff members’ families. Generally, the culture within the organisation seemed
to be more positive and productive if the staff was well looked after. The indication was that under
these conditions, staff would risk more and collaborate and participate outside of their comfort zone.

As highlighted, culture drives an organisation’s behaviour, with the principles of culture remaining the
same across all countries, languages and religions; the main aim being to help people to understand
the end goal. Understanding the end goal will be achieved by showing the staff what value they can
add by reaching the end goal, as people are much keener to change and add value once they
understand what the end goal is.

Staff plays a major part in culture, but one other finding that stood out was the role that management
plays in culture. Culture is a people’s thing. Management needs to create a platform for recognising
the achievements of staff. One of the significant findings was the expectation that management
should lead by example and that every staff member should similarly take pride and ownership in
whatever they do.

4.7.1.2 Mindset

Interestingly, the researcher received different responses when culture and its meaning had to be
defined. The responses ranged from culture as being a native traditional summary of a person on the
one side, through to culture being what the team is being known and labelled as. However, the
common feeling and approach all had something in common. A clear trend emerged, to regard culture
as something that drives the behaviour of staff when supervision, manuals and policies fail to provide
a service or solution to a customer.

Another noteworthy finding that was the need for cultural programmes to assist in addressing the
points highlighted, as the necessary time, effort and approach from the relevant manager or
management team were not always forthcoming.

The majority of the suggested best practices and recommendations pointed towards three areas that
the researcher has validated as the type of culture that is required to support ongoing success within
the ICT and ISP environments. The first point was that the required culture is impossible to achieve if
there is no trust and honesty between staff and management, and internally in general. The coding
confirmed that these were the fundamental issues that the required culture was built on. The second
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point was that there has to be a safe environment for all staff to operate in and execute their tasks.
Again, the feedback confirmed that the required culture was not possible if “safe place “were not in
place.

The last point concerned clear visibility and understanding of the long-term goal. The argument was
that the right culture fit would develop if these three fundamentals were in place. Trust cannot be
enforced and creating trust does take time. What the researcher learned is that culture is all about
trust, as the principles are the same. The customer also needed to know that they can trust the
organisation.

Two mottos arising from this theme that need to be kept in mind by each staff member, are 1) maybe
is never good enough, and 2) tomorrow is not just another day, make it count today. What stood out
in the findings was that if this platform was created, staff would approach matters in a more
entrepreneurial spirit.

4.7.1.3 The results from the focus group

The focus group highlighted and provided a different cohesion compared to the one on one interviews.
The staff members were very vocal and direct in the focus group, something the researcher has urged
and invited. Key findings from the focus group indicated the lack of internal collaboration, pointing
out that staff were not working together and only focusing on their respective areas. Another
pertinent issue raised in the discussion was the staff’s perception that processes and internal meetings
were more important than the customer’s needs or putting the customer first.

Another key finding that stood out for the researcher was the issue raised by the focus group that
internal arguments between divisions such as sales & product & project management affected their
motivation and approach directly. Staff were also concerned that they were not allowed to evaluate
their managers via a 360 Assessment.

The last key finding that was discussed and highlighted by the focus group was most disconcerting for
the researcher. . The group mentioned that they felt that they did not have control over their KPI's
and bonus. They were of the opinion that unrealistic targets were being set by their managers and
that they just continuously tasked with new and multiple roles that were not related to their current
position.

All three abovementioned findings resonate well with theme three, underlined the fact that the search
for the right culture fit would never be completed; it would be a continuous drive of ongoing focus,
attention and participation from the staff to be customer-centric and delight future customers. Some
preconceived ideas and approaches to drive this with the staff was also mentioned, which interested
the researcher immensely; the preconceived mindset of being positive and surrounding yourself with
positive people and excluding negative people applied in particular, along with making a clear decision
not to be negative at work, combined with a get-up-and-do-it-yourself attitude.
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4.8 Chapter Summary and Conclusion

Chapter Four offered all the key findings and best practices that were provided by the experts during
the interviews in the context of the questions and emerging themes around the relevant focal points.
The researcher is satisfied he has received the measurements, recommendations and best practices
he was looking for related to his primary and secondary questions. The first one pertained to the
performance criteria for ongoing operational success within the ICT and ISP environment. The key
themes and findings that were listed and highlighted can be used as performance criteria.

The second question addressed the organisational characteristics that would detect and predict
effective change management within the ICT and ISP environment. These characteristics listed will
allow the researcher to manage change management more effectively. Lastly, questions to find out
what the predicted elements required to establish the right culture fit within an organisation were,
also achieved their aim to the satisfaction of the researcher.

In the complex and competitive world in which we live, where technological and cultural changes
happen at a rapid rate, it becomes difficult for brands to remain relevant and to provide individuals
and customers with a value proposition. Therefore, acknowledging the importance of sustainability
and redefining the organisation is essential for innovation to flourish. We live in a complex world; one
in which events can have a myriad of interrelated causes and an infinite number of possible results.
The reality is to accept that organisations are fluid, chaotic and subject to unforeseen fields of energy.
These concepts present leadership with the constant need to change.

This study has placed extensive focus on the collection of data. In this chapter, the findings from the
participants’ experience, which was directed at key finding principles on how to delight future
customers, were discussed. A considerable part of this discussion was about the success criteria for
successful change management and having the right culture within which to do it.

A detailed explanation of the approach to the interviews was provided. Reference to memos,
transcripts and data analysis has been provided throughout the chapter to adequately illustrate the
process of developing the three focal points categories. This chapter provided an interpretation and
analysis of the findings from the interviews. The recommendations and action plan will now be
elaborated on in Chapter Five.
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CHAPTER 5

Conclusions and Recommendations

5.1 Introduction

The problem, background and rationale for this research were introduced in Chapter One. Chapter
Two provided an insight into the literature currently available regarding which characteristics and
processes are being used from an operational point of view, and how they are affecting or impacting
on the customers within the ICT and ISP environment. In Chapter Three, the study design, including
the research approach, data gathering method, and analysis tools were listed and explained.

Chapter Four presented the results of the qualitative research design of the exploratory study and
highlighted the key themes and findings which led to the success criteria characteristics being defined.
Finally, there was an assessment of the findings which lead to establishing the best practises going
forward, as well as suggestions for future research.

This final chapter reflects on the purpose of the overall study. The aim and objectives, as introduced
in Chapter One, are revisited. During this chapter, the themes that emerged from the interviews and
the relationship amongst the categories are expected to elucidate the practical theory.

The primary research consisted of seven in-depth interviews with experienced participants across
most of the ICT and ISP environment. The study aimed to develop a substantive grounded theory
regarding what the defending points were of future technological operational business needs to
maintain a sustainable competitive advantage in order to delight future customers.

The study also aimed to validate the success criteria characteristics, from an operational point of view,
that would allow the organisation to continuously make an impact and add value to existing and future
customers within the ICT and ISP environment for a sustainable competitive advantage. The three
objectives were the following: Firstly, to validate the successful criteria characteristics that are
expected to delight existing and future customers within the ICT and ISP environment from an
operational point of view. Secondly to detect the key success criteria relating to effectively executing
the change management process continuously within the ICT and ISP environment. This refers to the
question of whether the change management has to become an embedded function in the
organisation to ensure operational success that would add value to customers within the ICT and ISP
environments continuously. Lastly, to predict what type of culture is required that would support on-
going success as well as an operational success within the ICT and ISP environments.

The first objective and the aim differ in that the first objective speaks about what is needed to delight
existing and future customers operationally, with the aim of focusing more on the organisation in
general and what is needed to make a continuous impact on existing and future customers within the
ICT and ISP environment.

55



5.1.1 The aim and objectives of the study were met as follows:

The research assignment further aimed to predict the success criteria characteristics, from an
operational point of view, that will allow the organisation to gain a sustainable competitive advantage
by delighting existing and future customers within the ICT and ISP environment.

There were three objectives: Firstly, validating the success criteria characteristics from an operational
point of view that are expected to delight existing and future customers within the ICT and ISP
environment. Secondly, detecting the key success criteria related to effectively executing the change
management process continuously within the ICT and ISP environment. This refers to the question
whether change management has to become an embedded function in the organisation to ensure
operational success that will add value to customers within the ICT and ISP environments
continuously; and lastly, predicting what type of culture is required that will support on-going success
as well as an operational success within the ICT and ISP environments.

The success criteria characteristics, from an operational point of view, that will allow the organisation
to continuously make an impact and delighting existing and future customers within the ICT and ISP
environment are summarised below.

5.1.1.1 Success criteria characteristics to delight existing and future customers

Recommendations were to not fragment the customer experience, rather build relationships and be
completely transparent with the customer. Also, understand the customer’s lifecycle and then adapt
accordingly, so that the customer is educated and informed in advance on how the services and
product changes will affect him. The business or organisation needs to have a single sales approach to
the customer that includes all services and products. It was important to have a relationship with the
customer so that one has a physical point of contact, allowing one to continuously position the
company to try and stay ahead of the curve in terms of global and local factors. The need to provide
a solid affordable service that removes customer problems should also be focused on. Further, it was
necessary to stay ahead of the competitors by accurately using systems and understanding the
customer’s lifecycle.

5.1.1.2 Key success criteria relating to effectively execute the change management process

Additional findings and recommendations were to make sure that the staff has the relevant skills in
place, to offer simplicity to the customer. The focus has to be on ensuring that the customers remain
successful so that they can pay, grow and expand. Recognising the continuous need to be able to act
faster to successfully encounter and match disruptive technologies will allow a company to
continuously delight its customers

5.1.1.3 Type of culture required for on-going success

Additional findings and recommendations included the following: Constantly get the basics right and
understand that the customers are now considerably more demanding and educated. Acknowledge
the need to transform South Africa and think and invest big by utilising global stations and use, learn
and adapt the best the world could offer. Spend extra effort and communication on reframing this to
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the staff members, so that they clearly understand the objective to grow, as well as the plan relating
to the relevant focal points.

5.2 Recommendation and Plan

The research aimed to validate the success criteria characteristics from an operational point of view
to delight future customers within the ISP and ICT environment. These characteristics were listed
above under 5.1.1. The detailed plan on the steps that need to be taken are documented below. The
researcher recognises three themes, which aligns with the three objectives and original focal points.

These three themes have predominantly been overlapping and complimenting one another, as a
number of the steps recommended apply to more than one theme. What the researcher wants to
highlight in the recommendation and plan is how, based on the findings, trends and best practises
listed, it could be practically achieved.

The researcher soon realised that the order in which the themes appeared was the other way around.
Originally, at the start of this research, it was meant to firstly focus on the success criteria of the future
operational environment, then on change management and finally on culture. What the researcher
has learned is that it seemed to be the other way around. If the engaging and successful culture was
in place, the change management process seemed more successful and less painful for all involved,
thereby enabling the organisation or business unit to be more customer-focused or customer-centric,
which appeared to be the main objective or goal to delight future customers and gain a sustainable
competitive advantage in the market.

In more detail, there are some general trends that the researcher has observed and picked up on
aspects that the majority of applicants have in common. This introduced and enabled the flow that
led to the objectives that were listed by the researcher in Chapter One. As mentioned above, the key
finding highlighted that the objective flow needed to be the other way around, in the order of culture,
change management and then delighting future customers—and not as originally indicated.

5.3 Organisational Culture

The objective was to establish what type of culture would support ongoing operational success that
would add value and delight customers in the ICT and ISP environments continuously.

This objective can be achieved by adhering to the three fundamentals for the right cultural fit:

1. Trust and honesty between staff and management and internally in general by creating a safe
environment for all staff to operate and execute their work.

2. Clear and accurate performance management
All members of staff having clear visibility and understanding of the long-term goal.

Additional considerations and recommendations that were listed were to create a culture that drives

positive, productive behaviour. These included the following: Make a clear decision not to be negative
at work and demonstrate a get-up-and-do-it-yourself approach. Look after your staff so that they can
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collaborate and participate more outside of their comfort zone. Place enough emphasis and focus on
all generations and get them to complement one another, from the older generation to the
millennials. Coach, train and lecture all your staff to be customer-centric and delight future customers.
Let them see and understand internal problems from the customer’s point of view. Place more focus
on getting staff to understand the end goal or objective. Culture is a people’s thing. Management
needs to create a platform for staff to flourish and that will lead to staff taking more risk, more pride
and ownership in their work. This platform will drive a more entrepreneurial spirit in its approach at
work. Cultural programmes need to be established to assist businesses not to be neglected due to
time or priority constrains.

A preconceived mindset is to be implemented in creating a culture among all staff to build and
continuously work on all elements of trust. This needs to be evaluated quarterly and steps need to be
taken to address the areas of concern; it would be detrimental to leave it and hope that the issues will
go away. This needs to be part of the internal cultural programs. Staff members should feel that they
and their families are looked after. The culture drives the organisation’s behaviour that, in turn, drives
client-centric behaviour. Align the company’s vision with the culture of the organisation and make
sure they are aligned. Build your teams with people with the correct attitude; staff and management
that are approachable and that have an entrepreneurial spirit in their approach. Entrepreneurial spirit
places a strong focus on the importance of constantly thinking of challenges; that will lead to
behavioural changes for the better, also keeping up with the latest trends and technologies. All these
points listed can be summarised in the figure below, namely why employees stay where they are.

EMPLOYEES STAY WHEN THEY ARE: I

A | | v
| @ (i

Paid Well Mentored Challenged Promoted Involved

Jlesl 8]y

Appreciated Valued | On a Mission 1 Empowered Trusted

Figure 5.1: Reasons why employees stay
The researcher has put this illustration together just to summarise all the key points that he received
from all the participants on why employees stay and become the most valuable asset to the company.

5.4 Change Management
The second objective was to validate the key success criteria related to effectively executing the

change management process in order to cater for new products and services in the ICT and ISP
environment and to monitor the tools for successfully managing this process. This relates to the
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guestion of whether change management has to become an embedded function in the organisation
to ensure operational success that will add value to customers in the ICT and ISP environments
continuously.

The trends confirmed that the overwhelming majority of respondents indicated that they and their
staff did not like change and that it had to become an embedded function in an organisation. This can
be achieved by enabling the following two fundamentals:

1. Make it personal for every staff member that will be affected.
2. Make sure they understand exactly what role they need to play and how it will affect them.

Additional considerations and recommendations:

The change management process needs to be personal, involving everybody affected, and the long-
term vision and plans need to be clear. The staff member must feel that his family is taken care of:
family comes first, then deal with the business. Implement change management as a positive so that
the staff understand that restructuring is not always a bad thing and that it used to differentiate the
business from the competition. This should lead to new career growth opportunities. A clear need
exists for the implementation of accurate, direct and detailed performance management and KPs. The
KPIs that are identified need to be very clear, achievable and continuously and timeously reviewed
and managed. Companies should not easily approve headcount, only when the long-term goal as
regards that position is clear. If a member of staff is not performing, he or she needs to be dealt with
directly, timeously and accurately. Only invest in areas that are growing and cut your losses on areas,
sectors or divisions that are not growing.

Give constant recognition and introduce cross- and upskilling to keep your staff challenged and
interested to learn more. Prioritise for intellectual property and skills transfer to take place to enable
the younger generation and new staff members. Demand a preconfigured positive approach from
your staff and assist them in achieving it. Focus and invest in staff members who are positive and
hardworking, who want to change the world for the better. Hire new staff based on passion and
character as far as possible and practical. Look after your permanent staff as they are the backbone
of the organisation. Plan the work, work the plan and the plan will work. Getting the strategy right is
key, but executing the strategy is even more important and passionate and well looked after
employees are expected to assist more effectively in overcoming difficult times.

All this is summarised in the figure: 5.2 below that highlights how to successfully manage change: The
researcher has put this change management diagram together just to summarise all the key point that
the researcher received from all the participants and illustrate the complexity of what he learned
through the research regarding change management and how to manage complex change.
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Managing Complex Change

Vision |4 | Skills |4 | Incentives | 4 | Resources | 4 A‘fl“a'?‘“ = Change

- + Skills + | Incentives | 4 | Resources | + Aﬁg‘,’," = Confusion
Vision |+ - + | Incentives | + | Resources | + Aﬁ,‘;‘,’," = Anxiety

e . Action s H
Vision |+ Skills + - + | Resources | + Plan = Resistance

Vision |+ Skills + | Incentives | + - + Aﬁg‘,’," = Frustration

Vision |+ | Skills |+ | Incentives | 4+ | Resources +- = False Starts

Figure 5.2: Change management.

5.5 Delighting future customers for a sustainable competitive advantage

The last objective was to predict the success criteria characteristics from an operational point of view
that were expected to delight existing and future customers in the ICT and ISP environment. This can
be achieved by implementing the following steps:

Motivating the operations team to attend all weekly customer meetings with the relevant salesperson.
Persuading the customer to understand the challenges Operations are experiencing — this should
enhance the partnership that should lead to creating trust with the customer that might even lead to
joint problem-solving; customers need to know that they can trust you and the organisation. Making
sure that business and business units become more agile by using more accurate automation, breaking
down silos, having faster systems integration and digitisation processes. Do not continue working with
legacy systems if it negatively affects the productivity output, start the process to replace the outdated
system.

Focus on quality, deliver on time and deliver what you said you would deliver. Treat your current
challenges as a window of opportunity and fix or resolve them, do not delay. The following points
internal to the organisation were raised: Recognise the need for people to communicate properly.
More verbal dialogue and face-to-face discussion seem to be the answer, and fewer assumptions,
WhatsApps and emails. Continuously get the operational basics right and understand that the
customers are now much more demanding as they are getting technically more knowledgeable: they
will continue to expect more. Offer a solid affordable service and customise where needed with the
main aim to prevent problems for the customer. Position the company to stay ahead of the curve as
far as global and local factors are concerned; that will allow the business to act faster to successfully
counter and match disruptive technologies to continue delighting the customers. Focus on quality,
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deliver on time and deliver what was promised to be delivered. Also, treat current challenges as a
window of opportunity and fix or resolve the challenge quickly and permanently.

Lastly, to summarise, the valuable findings identified made the researcher aware that the success
criteria, change and cultural elements are ongoing and will never stop. It led the researcher to the
belief that, from the criteria listed, it is all about staying relevant by continuously adding value to work
towards a sustainable competitive advantage.

5.6 Limitations

The first limitation was highlighted at the start of the research under 1.8 in Chapter One, being that
the findings and analysis of this study were based on a limited number of participants who represented
the ICT and ISP industry. At the conclusion of the study, the researcher is content that the aim and the
objectives of the study were met; however, there were further limitations that the researcher would
like to call attention to. The researcher acknowledges that he could have used other means of data
collection in the form of additional focus groups. The sample size could have also been increased,
which would have assisted in representing a higher percentage of the target population. The last
limitation to mention is the lack of more international representatives.

5.7 Recommendation for further research

The researcher is content and satisfied that the required criteria for a successful model on how to
achieve a sustainable competitive advantage for future technological operational businesses in the
ISP and ICT environment are evident. The researcher suggests that ongoing research be done to clearly
understand the success criteria for gaining new customers and remaining alert to what it means to be
customer-centric, as the requirements are expected to change at the same rate as technology and
innovation is changing.

Secondly, the researcher recommends a further study to review this study within the context and
perspective of Covid-19 and 4™ Industrial Revolution. This is important, because the industry and
environment are expected to continue to change and transform faster and faster due to the impact
that technology and digitisation have on the customers’ expectations as well as on the products on
offer within the ISP and ICT environment.

5.8 Conclusion

This chapter focused on providing the results of the research conducted, utilising a bespoke interview
protocol designed specifically for use in this study. The researcher also provided an introduction to
the data collection and analysis process for this study by detailing how the data for this study was
collected. The researcher then applied specific aspects from the third chapter of the study, specifically
how the data was captured for the study, using semi-structured interviews as well as an interview
protocol. An explanation of how the data coding process would work was then provided, before the
research question and sub-questions of the study were re-stated.
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The researcher is satisfied that the required criteria were successfully identified and listed to create
Sustainable Competitive Advantage for future technological operational businesses within the ISP and
ICT environment. The researcher has had an enjoyable experience and learnt much about himself as
well as the ICT and ISP environment in general while doing this research. In conclusion, this
dissertation has offered an in-depth view of what the success criteria and engaging model are for
sustainable competitive advantages in the ISP and ICT environment.

The research process, and specifically the interview protocol, produced data that suggested that
almost all factors and actions need to be investigated to be and to become more customer centric. In
terms of the broader general context, the study provided a view of the leadership and culture
approaches adopted in this particular organisation. by having done so, it might assist in achieving
greater success with change management, thereby leading to greater organisational success in the ICT
and ISP environment. Using this learning, the researcher will endeavour to steer towards a customer-
centric leadership approach as the preferred approach when leading teams, particularly as regards
ongoing change processes and establishing a successful culture.

62



LIST OF REFERENCES

Afflerbach, P., Hurt, M. & Cho, B.Y., 2020. Reading comprehension strategy instruction. Handbook of
Strategies and Strategic Processing. Maryland: University Of Maryland.

Alberti, A.M., dos Reis, E.S., Rosa Righi, R.D. & Chang, V., 2016. Converging Future Internet, “Things”,
and Big Data: A Specification Following Nova Genesis Model. Engenharia Elétrica pela Universidade

Federal de Santa Maria.

Ali, N.A.M. & Novikov, B.A., 2020. Big Data: analytical solutions, research challenges and trends. Tpydei

UHCMuMyma cucmemHoz2o npozpammuposaHus PAH, 32(1), pp.181-204.

Aron, D., Waller, G. & Weldon, L., 2015. Flipping to digital leadership: The 2015 CIO Agenda. Stamford:

Gartner, Inc.

Ary, D., Jacobs, L.C., Irvine, C.K.S. & Walker, D., 2018. Introduction to research in education. Boston:
Cengage Learning.

Barber, J., Fung, A., Toshniwal, S., Voorheis, B. & Harvey, C.R., 1999. Telkom South Africa. Emerging
Markets Quarterly, (3), pp.61-79.

Barnes, R.W., Grove, J.W. & Burns, N.H., 2003. Experimental assessment of factors affecting transfer
length. Structural Journal, 100(6), pp.740-748.

Bharadwaj, A., El Sawy, O.A., Pavlou, P.A. & Venkatraman, N., 2013. Digital business strategy: toward
a next generation of insights. MIS Quarterly, pp.471-482.

Blazevic, V. & Lievens, A., 2008. Managing innovation through customer coproduced knowledge in
electronic services: An exploratory study. Journal of the Academy of Marketing Science, 36(1), pp.138-

151.

Boeren, E., 2019. The Roles of Quantitative and Qualitative Data Gathering in Survey Research.
Scholarly Publishing and Research Methods Across Disciplines, pp. 135-158.

Bower, D.J.,, 2018. Company and campus partnership: supporting technology transfer. London:

Routledge.

Brady, T., Davies, A. & Gann, D.M., 2005. Creating value by delivering integrated solutions.
International Journal of Project Management, 23(5), pp.360-365.

63



Brewer, L., 2013. Enhancing youth employability: What? Why? and How? Guide to core work skills.
City: ILO.

Bryant, L.R., Srnicek, N. & Harman, G., 2011. Towards a speculative philosophy. Melbourne: Re Press

Burrell, G. & Morgan, G., 2017. Sociological paradigms and organizational analysis: Elements of the
sociology of corporate life: London: Routledge.

Carson, D., Gilmore, A., Perry, C. & Gronhaug, K., 2001. Qualitative marketing research. London: Sage.

Chang, H., 2017. Operational Coherence as the Source of Truth. Proceedings of the Aristotelian Society,
117(2), pp. 103-122.

Coghlan, D., 2019. Doing action research in your own organization. London: Sage.

Cooper, D.R., Schindler, P.S. & Sun, J., 2003. Business research methods, New Delhi; McGraw-Hill

Education.

Corbin, J. & Strauss, A., 2008. Strategies for qualitative data analysis. Basics of Qualitative Research.

Techniques and procedures for developing grounded theory, 3™ ed, Thousand Oaks, CA: Sage.

Creswell, J.W., 2013. Research design: Qualitative, quantitative, and mixed methods approaches.
London: Sage.

De Silva, C.W., 2018. Intelligent control: fuzzy logic applications. Boca Raton: CRC Press.

Elo, S. & Kyngas, H., 2008. The qualitative content analysis process. Journal of advanced nursing, 62(1),
pp.107-115.

Ennis, C.D., 1999. A theoretical framework: The central piece of a research plan. Journal of Teaching
in Physical Education, 18(2), pp.129-140.

Gangotri, A. & Shankar, R., 2016. Strategies in managing risks in the adoption of business analytics
practices: A case study of a telecom service provider. Journal of Enterprise Information

Management, 29(3), pp.374-399.

Gatignon, H., Gotteland, D. & Haon, C., 2016. Assessing Innovations from the Technology Perspective.
Making Innovation Last: 1, pp. 19-51.

Gibb, R., 2019. Semi-Structured Interviews and Modern Ugandan Land Law. London: Sage Publications.

64



Golafshani, N., 2003. Understanding reliability and validity in qualitative research. The Qualitative
Report, 8(4) pp.597-606.

Goleman, D., 2017. Leadership That Gets Results (Harvard Business Review Classics. Massachusetts:

Harvard Business Press.

Gong, W., 2016. The Internet of Things (loT): What is the potential of the internet of things (loT) as a
marketing tool? [Online] Available at: http://essay.utwente.nl/ [Accessed: 28 06 2016].

Gray, D.E., 2004. Theoretical perspectives and research methodologies. Doing research in the real
world. London: Sage Publications.

Grayson, D. & Jane, N., 2017. Corporate responsibility coalitions: The past, present, and future of

alliances for sustainable capitalism. London: Routledge.

Green, J. & Thorogood, N., 2018. Qualitative methods for health research. London: Sage.

Glyptis, L., Christofi, M., Vrontis, D., Del Giudice, M., Dimitriou, S. & Michael, P., 2020. E-Government
implementation challenges in small countries: The project manager's perspective. Technological
Forecasting and Social Change, 152, p.119880.

Hayes, J., 2018. The theory and practice of change management. London: Palgrave.

Hoever, |.J., Zhou, J. & van Knippenberg, D., 2018. Different strokes for different teams: The contingent
effects of positive and negative feedback on the creativity of informationally homogeneous and

diverse teams. Academy of Management Journal, 61(6), pp.2159-2181

Holden, M.T. & Lynch, P., 2004. Choosing the appropriate methodology: Understanding research
philosophy. The Marketing Review, 4(4), pp.397-409,

Horney, N., Passmore, B. & O'Shea, T., 2010. Leadership agility: A business imperative for a VUCA

world. Human Resource Planning, 33(4), p.34,

Johnson, B. and Christensen, L., 2008. Educational research: Quantitative, qualitative, and mixed

approaches. London: Sage.

Johnson, R.B. & Onwuegbuzie, A.J., 2004. Mixed methods research: A research paradigm whose time

has come. Educational researcher, 33(7), pp.14-26.

65


http://essay.utwente.nl/

Koshy, M., Zhang, B., Naqvi, S., Liu, B. & Mohiuddin, M.M., 2010. A novel technique for post-
mastectomy breast irradiation utilising non-coplanar intensity-modulated radiation therapy. The
British Journal of Radiology, 83(994), pp.874-881.

Kunz, A., Prasad, A., Samdanis, K., Husain, S. & Song, J., 2015. Enhanced 3GPP system for machine-
type communications and internet of things. IEEE Conference on Standards for Communications and
Networking (CSCN), 10, pp. 48-53.

Leedy, P.D. & Ormrod, J.E., 2005. Practical research. Boston: Pearson Education.

Legris, P. & Collerette, P., 2006. A roadmap for IT project implementation: Integrating stakeholders
and change management issues. Project Management Journal, 37(5) pp.64-75.

Leveson, N.G., 2011. Applying systems thinking to analyse and learn from events. Safety Science, 49(1)
pp.55-64.

LeVine, R.A., 2018. Culture, behaviour, and personality: An introduction to the comparative study of

psychosocial adaptation. London: Routledge.

Liu, J., 2017. The Importance of Going Beyond Your Comfort Zone. Catalyst. Beijing: University of
Chinese Academy of Sciences

Lu, N., Lin, H., Lu, J. & Zhang, G., 2014. A customer churn prediction model in telecom industry using
boosting. IEEE Transactions on Industrial Informatics, 10(2) pp.1659-1665, IEEE International.

Mandal, P.C., 2020. Achieving excellence in services marketing: roles in customer delight. International
Journal of Business Excellence, 20(3), pp.359-374.

Marcelle, G., 2005. How do telecom firms build capabilities? Lessons from Africa. Telecommunications
Policy, 29(7) pp.549-572.

Maree, K. & Van der Westhuizen, C.N., 2009. Head start in designing research proposals in the social

sciences. Cape Town: Juta and Company Ltd.
Marshall, B., Cardon, P., Poddar, A. & Fontenot, R., 2013. Does sample size matter in qualitative
research? A review of qualitative interviews in IS research. Journal of computer information systems,

54(1), pp.11-22.

Maxwell, J.A., 2008. Designing a qualitative study. The Sage handbook of applied social research
methods, 2nd ed. London: Sage.

66



Mayhew, L.A., 2017. Perceived Right to Privacy by Information Systems Professionals in Big Data

Collection. Doctoral dissertation, Colorado: Colorado Technical University.

Mechling, L., Gast, D.L. & Lane, J.D., 2018. Ethical Principles and Practices in Research. Single Case
Research Methodology. New York: Routledge.

Meredith, J.R. & Mantel Jr, S.J., 2011. Project management: A managerial approach, Cincinnati: John
Wiley & Sons.

Merriam, S.B. & Grenier, R.S., 2019. Qualitative research in practice: Examples for discussion and
analysis. San Francisco: John Wiley & Sons.

Mineraud, J., Mazhelis, O., Su, X. & Tarkoma, S., 2016. A gap analysis of Internet-of-Things platforms.

Computer Communications, (89) pp.5-16.

Oks, S.J., Fritzsche, A. & Lehmann, C., 2016, The digitalisation of industry from a strategic perspective.

Proceedings of Research and Development Management Conference 2016, Cambridge, UK.

Parrot, N. & Myers, J., 2016. FastNet Business Plan 2015/2016: 2015. Pretoria: FastNet.

Pipino, L.L., Lee, Y.W. & Wang, R.Y., 2002. Data quality assessment. Communications of the ACM, 45(4)
pp.211-218.

Porter, M.E. & Kramer, M.R., 2011. The big idea: Creating shared value, Harvard Business Review, 89
(1-2), pp.62-77.

Preece, J., Rogers, Y. & Sharp, H., 2016. Citizen Science. New Research challenges for human-computer
interaction, 32(8), pp 585-612

Prochaska, J.0. & Norcross, J.C., 2018. Systems of psychotherapy: A transtheoretical analysis. New

York: Oxford University Press.
Puspitasari, I. and lJie, F., 2020. Making the information technology-business alignment works: a
framework of IT-based competitive strategy. International Journal of Business Information Systems,

34(1), pp.59-82.

Richardson, L. & St Pierre, E., 2008. A method of inquiry. Collecting and interpreting qualitative
materials, 3(4) p.473.

Ritchie, J., Lewis, J. & Elam, G., 2003. Designing and selecting samples. London: Sage.

67



Roberts, T., 2013. Understanding the research methodology of interpretative phenomenological
analysis. British Journal of Midwifery, 21(3) pp.215-218.

Robson, C. & McCartan, K., 2016. Real world research. Trento: John Wiley & Sons.

Runeson, P. & Host, M., 2009. Guidelines for conducting and reporting case study research in software
engineering. Empirical software engineering, 14(2) p.131.

Russell, B., 2009. Our knowledge of the external world. London: Routledge.

Saldafia, J., 2015. The coding manual for qualitative researchers. London: Sage.

Salo, J. & Karjaluoto, H., 2007. A conceptual model of trust in the online environment. Online
Information Review, 31(5) pp.604-621.

Sarstedt, M. & Mooi, E., 2019. Cluster analysis. In a concise guide to market research. Berlin: Springer.
pp. 301-354,

Schonlau, M. and Liebau, E., 2012. Respondent-driven sampling. The Stata Journal, 12(1), pp.72-93.

Schultze, U. & Avital, M., 2011. Designing interviews to generate rich data for information systems
research. Information and Organization, 21(1) pp.1-16.

Seeger, M.W., 2006. Best practices in crisis communication: An expert panel process. Journal of
Applied Communication Research, 34(3) pp.232-244.

Senge, P.M. & Sterman, J.D., 1992. Systems thinking and organizational learning: Acting locally and
thinking globally in the organization of the future. European Journal of Operational Research, 59(1)

pp.137-150.

Sharma, S., Chang, V., Tim, U.S., Wong, J. & Gadia, S., 2016. Cloud-based emerging services systems.

International Journal of Information Management, pp:1-12.

Shenton, A.K., 2004. Strategies for ensuring trustworthiness in qualitative research projects. Education
for information, 22(2), pp.63-75.

Shtub, A. & Karni, R., 2010. Business process improvement. Boston, MA.: Springer.
Smith, M.L., Erwin, J. and Diaferio, S., 2005. Role & responsibility charting (RACI). In Project

Management Forum (PMForum) (p. 5).

68



Smith, R. & Smith, L., 2018., Qualitative methods. In Research Methods in Human Rights. London;
Routledge. pp. 78-101.

Stackowiak, R., Licht, A., Mantha, V. & Nagode, L., 2015. Big Data and the Internet of Things: Enterprise
Information Architecture for a New Age. New York: Apress.

Statistics South Africa., 2014. Mid-year population estimates. Pretoria: Statistics South Africa.
[Online] Available at: www.statssa.gov.za/publications/P0302/P03022014.pdf [Accessed 24 07 2015].

Stober, T. & Hansmann, U., 2010. Overview of Agile Software Development. Agile Software
Development. Heidelberg: Springer. pp. 35-59.

Suskie, L., 2018. Assessing student learning: A common sense guide. San Francisco: John Wiley & Sons.

Swartz, R.J., 2018. 16 Critical Thinking, the Curriculum, and the Problem of Transfer. In Thinking: The

second international conference. London: Routledge.

Thomas, D.R., 2006. A general inductive approach for analysing qualitative evaluation data. American
Journal of Evaluation, 27(2) pp.237-246.

Tidd, J., Bessant, J. & Pavitt, K., 2005. Managing innovation integrating technological, market and
organizational change. University of Sussex: John Wiley and Sons.

Veit, D., Clemons, E., Benlian, A., Buxmann, P., Hess, T., Kundisch, D., Leimeister, J.M., Loos, P. and
Spann, M., 2014. Business models. Business & Information Systems Engineering, 6(1), pp.45-53.

Yang, L., Yang, S.H. & Plotnick, L., 2013. How the internet of things technology enhances emergency
response operations. Technological Forecasting and Social Change, 80(9) pp.1854-1867.

Young, F., 2004. Integrated operational services: meeting continuously changing needs and
expectations. Facilities, 22(13/14) pp.373-376.

Zorzi, M., Gluhak, A., Lange, S. & Bassi, A., 2010. From today's intranet of things to a future internet of

things: a wireless-and mobility-related view. IEEE Wireless Communications, 17(6), pp.44-51.

69


http://www.statssa.gov.za/publications/P0302/P03022014.pdf

Appendices

Appendix A: Interview Questions and Focal point

The challenge this research intends to validate future technological operational business needs for a
sustainable competitive advantage

PART 1: DEMOGRAPHIC INFORMATION

1.1 CurrentJob Title

1.2 Work level or Job Title

1.3 Current Business Area Environment or Industry

1.4 Current Size of the organisation as well as number your direct reports

1.5 In general and in one sentence what would you describe as your biggest success or biggest
achievement at senior management level

Part: 2 Performance Criteria for Operation Success

2.1 What would you say are the biggest shortcomings and problematic areas when it comes to the
modern-day fulfilment and assurance of new products within the network and technologic
environment?

2.2 What have you done, implemented or tested to date to overcome these shortcomings?

2.3 Please share what you would rate or predict as the biggest risks facing your ISP (internet service
Providers) or ICT (Information and Communication Technologies) industry.

2.4 Please share what you would consider as the biggest opportunities within your industry from an
operational perspective to increase market share (key success factors).
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2.5 What would you say have changed regarding the role that the operational team needs to play
when it comes to managing the customer relationship within future products with loT type of products
as an example?

2.6 What would you highlight as the 5 main characteristics and necessities of future customers within
the Network and technology environment?

2.7 What would you say must be the correct approach or best position to capitalise on the window of
opportunity from an operational perspective within the ICT/ISP environment?

PART 3: Change Management and Culture

3.1 How have you successfully approached and managed change management within your
organisation/ environment/ area?

3.2 In your view, what would be the best approach to handling problematic/non-performing staff as
well as staff that are resistant to change?

3.4 Do you agree with the Leadership challenges in the V.U.C.A world and what have been your
strategy or approach to overcome them?

Volatility: A brutal increase in four dimensions of the changes that we face today: the type, speed,
volume, and scale.

Uncertainty: As a result of the Volatility, we are unable to predict future events.

Complexity: Widespread confusion, with no clear connection between cause and effect, affects all
organisations nowadays.

Ambiguity: There is a lack of precision and the existence of multiple meanings within the conditions
surrounding us

3.5 In your view, what do you see the organisation’s approach needs to be for talent attraction,
retention and growth relating to the future?

3.6 In your view, can organisations afford change management and take the time to go through the
entire process? Is it not better to rather just outsource the best-suited team at any specific time for
any specific products or requirement? Contract staff vs permanent staff?
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3.7. How would you define the culture of the organisation and what part do you think it plays within
the organisation?

3.8. What would you say are the key factors and criteria to get the correct cultural fit for the
organisation?

3.9 In your view, what role do you see technology and innovation will play related to overcoming these
cultural and change management hurdles and stumbling blocks?

3.10 Teamwork: firstly, is it realistic to expect the existing team to share skills and store knowledge to
become experts in the relevant fields? Secondly, if not, what do you suggest the approach must be?

3.11 How to get the team to get out of their comfort zone and how do you expand a team’s comfort
zone?

3.12 What elements, factors or processes do you expect will make up the success criteria for the future
operational environment? (Win recipe/model).

Part: 4 Additional Information

4.1 Whom do you suggest | should include in the study?
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Appendix B: Consent Form

| have read the information presented in the information letter about a study being conducted by
Frederik Raath for a Master’s degree in Management of Technology and Innovation at the Da Vinci
Institute for Technology Management.

| have had the opportunity to ask any questions related to this study, to receive satisfactory answers
to my questions, and any additional details | wanted.

| am aware that | have the option of allowing my interview to be tape-recorded to ensure an accurate
recording of my responses. | am also aware that excerpts from the interview may be included in the
dissertation and/or publications to come from this research, with the understanding that the
guotations will be anonymous. | was informed that | may withdraw my consent at any time by advising
the student researcher.

With full knowledge of all foregoing, | agree, of my own free will, to participate in this study.

| agree to have my interview tape-recorded.

| agree with the use of anonymous quotations in any dissertation or publication that comes from this
research.

Participant Name: (Please print)
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Appendix C: Invitation to Participate Letter

The Da Vinci Institute for Technology Management

MSc in Management of Technology and Innovation Research Project:

The validations of future technological operational business needs for a sustainable competitive
advantage

Supervisor: Pieter du Toit

Research Office: ltumeleng Mokoaleli

CONSENT INVITATION

DN ..t ettt e e you are cordially invited to partake in the research
project conducted by Frederik Quinton Leiding Raath (id number) from the Da Vinci Institute for
Technology Management.

This study will contribute to the researcher’s completion of his Master’s in Management of Technology
and Innovation. However, before you decide to participate in this study, it is important that you
understand why the research is being done and what it will involve. Please read the following
information carefully and ask the researcher if there is anything that is not clear or where you need
more clarity.

The Purpose of the Research Study

The purpose of the research study is to identify the success criteria benchmark that can be used to
successfully fulfil, execute and support all types of future operational needs. The objectives of the
research study are as follows:

e The first objective that the researcher wants to achieve is to have/get identify methods,
process and system that can be used to successfully fulfil, execute and support future
operational needs.

e Thesecond objective is to see where in the current assurance and fulfilment process can there
be more visibility and exposure that will lead to reacting more proactively, being more
profitable and making sure that key milestones are met.

e The third objective is to be able to faster understand, summarise and evaluate the
requirements of each customer-specific solution from a staff and capacity point of view and
being able to position the staff accordingly and accurately. This will include the culture of the
team, these businesses are not neglected due to a SWOT analysis, as well as how they
embrace change.

Role as a Participant in the Research Study
Your participation in this study is very important because of your experience and expert skills in the

areas being researched. The research procedures, risks and incentives associated with the study, and
duration of the study are as follows:
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e Research Procedures: The research study consists of interviews, explorations and discussions
that will be administered to individual participants in location (Pretoria), or via the electronic
platform (IBM Connections Collaborative Platform). You will be asked to provide answers to
a series of questions related to objectives of the research stated above;

e Risks: The researcher does not perceive more than minimal risks from your involvement in
this study (that is, no risks beyond the risks associated with everyday life);

e Incentives: There are no direct incentives to you for participating in this research study other
than the expert contribution and venture in a topic you may find interesting;

e Duration: Your involvement will be for 1 hour, during which the interviews, explorations and
discussions will be conducted.

Voluntary Participation and Withdrawal

Your participation in this study is voluntary. It is up to you to decide whether or not to take part in
this study. If you decide to take part in this study, you will be asked to sign a consent form.

Should you choose to participate, you can withdraw at any time without consequences of any kind.
After you have signed the consent form, you are still free to withdraw at any time and without giving
a reason. Withdrawing from this study will not affect the relationship you have, if any, with the
researcher. If you withdraw from the study before data collection is completed, your data will be
returned to you or destroyed. However, once your responses have been submitted and anonymously
recorded you will not be able to withdraw from the study.

Confidentiality and Security

Your responses to this study will be anonymous. Every effort will be made by the researcher to secure
and preserve your confidentiality including the following:

e Assigning code names/numbers for participants that will be used on all research notes and
documents, where applicable;

e Keeping hardcopy notes, interview transcriptions, and any other identifying participant
information in a locked file cabinet in the personal possession of the researcher;

o Keeping softcopy notes, interview transcriptions, and any other identifying participant
information in a bespoke electronic data collection application of the researcher (IBM
Connections Collaborative Platform).

e Participant data will be kept confidential except in cases where the researcher is legally
obligated to report specific incidents. These incidents include, but may not be limited to,
incidents of abuse and suicide risk.

o The relevant data will be destroyed, should you choose to withdraw from the research study
before your responses have been submitted and anonymously recorded.

Ethical Status of the Research Study

The study has received ethical approval from the Ethics Committee from the Da Vinci Institute for
Technology Management.
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Giving of Consent

After completion and successful submission, you will be provided with a complete copy of the thesis
document.

Please complete the attached consent response note duly signed to indicate your consent with the
participation as described in the aforementioned.

Kind regards

SIGNATURE OF RESEARCER DATE
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Appendix D: Research Sample

P1—Transcript

0N U A WN R

. Interview with the participant: P1

. Date: 23 October 2018

. Venue: Executive Boardroom 4LL, BCX, Centurion,

. Gender: Male

. Current Job Title: Managing Executive

. Work Level: Executive Management

. How long have you worked in the Financial Markets? More than 10 years
. Business Unit Area: Chief of Telecommunication Solutions

P2 —Transcript

0O N O ULl A WN B

. Interview with the participant: P1

. Date: 12 November 2018

. Venue: G12 Boardroom, BCX, Centurion,

. Gender: Male

. Current Job Title: Managing Executive

. Work Level: Executive Management

. How long have you worked in the Financial Markets? More than 10 years
. Business Unit Area: Sales Director Integr8 (Now part of BCX)

P3 — Transcript

0NV A WN R

. Interview with the participant: P3

. Date: 21 November 2018

. Venue: QKON offices, Centurion,

. Gender: Male

. Current Job Title: Managing Executive

. Work Level: Executive Management

. How long have you worked in the Financial Markets? More than 20 years
. Business Unit Area: CEO

P4 —Transcript

O N UA WN R

. Interview with the participant: P4

. Date: 23 November 2018

. Venue: Nokia office, Centurion,

. Gender: Male

. Current Job Title: Managing Executive

. Work Level: Executive Management

. How long have you worked in the Financial Markets? More than 20 years
. Business Unit Area: Managing Director Southern Africa

P5 —Transcript

1.

Interview with the participant: P5
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2. Date: 29 November 2018

3. Venue: Dimension Data, Johannesburg

4. Gender: Male

5. Current Job Title: Service Delivery Middle East and Africa, Client Delivery Manager
6. Work Level: Management

7. How long have you worked in the Financial Markets? More than 20 years

P6 — Transcript

1. Interview with the participant: P6

2. Date: 13 December 2019

3. Venue: CEB Maintenance, Johannesburg

4. Gender: Male

5. Current Job Title: Senior Manager: Customer Engagement

6. Work Level: Management

7. How long have you worked in the Financial Markets? More than 15 years

P7 — Transcript

1. Interview with the participant: P7

2. Date: 12 December 2019

3. Venue: African Bank, Johannesburg

4. Gender: Male

5. Current Job Title: Senior Manager: Customer Engagement

6. Work Level: Management

7. How long have you worked in the Financial Markets? More than 20 years

P8 — Transcript

1. Focus Group on Change management and culture with participants: P8

2. Date: 31 July 2019

3. Venue: BCX Centurion Head Office

4. Gender: Male and Female;

5. Current Job Title: 9 Line Managers from various departments

6. Work Level: Management

7. How long have you worked in the ICT/ISP Industry? Between 10 and 20 years
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Appendix: E-Learning Experience

For the researcher, several learnings have emerged based on the data analysis and interpretation
process. Several possible research studies present themselves as a result of the work undertaken in
this dissertation. The researcher would like to suggest that further research could focus on: (i) trends
in managing customers’ expectations; (ii) best practises and real success stories with change
management, and lastly (iii) Future characteristics of a dream culture.
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Appendix: F Interviewee coded transcribed contributions

Theme Main Themes | L1 |Categories| L2 Sub Categories Related/More detail
Code - Count

1.1.1 Understanding the Customer Biggest Challenges Fil
1.1.2 Customer Experience Overcoming these shortcomings 18
11 Macro 1.1.3 Communication/Transparency Biggest risks facing your ISP or ICT industry 14
" | Environment | 1.1.4 Collaboration/Relationship Biggest opportunities 8

Success - Pa———
Criteria to 1.1.5 Business and Customer Sustainability 24
1 delight future 118 Credibilty and Trust WManaging the customer relationship (What changed) 8
Customers 1.2.1 Strategy Alignment/Cost 5 main characteristics and necessities of future customers 10
. 1.2.2 Systems and Workflows 8
12 Envli.:;rr?'lent 23 Customer Technologies/innovation Advantages 35
1.2.4 Ongoing Service Improvement/Growth/change 3
1.25 One Approached Capitalise on the window of opportunity 9
212 Define and Design and Execution The dead horse theory. Manage and measure 3
21| Longterm (213 Performance Management 10
214 Report and Recognition best approach in handling problematic/non-perfoerming staff 0
Change 221 Employees perception/Part of the team 2
2 Management 2.2 | Sustainable |2.2.2 Subcontract 7
223 Capabilties/change Management process Leadership challenges in the WV .U.C.A world, How to overcome [
231 Personal'stability 18
23 Buy-in 23.2 Communication/Transparency Talent attraction, retention and growth 8
233 Understanding/passion/energy Contract Staff vs permanent staff 10
311 WMindset/Culture ra
3.1| Behaviour |3.1.2 Customer Centric Defintion of culture 16
. 3.1.3 Teamwaork/challenged Key factors and criteria 18

Right culture - "

3 fit 3.2.1 Trust/long term/safe envircnment’/Honesty Overcoming these cultural blocks 24
32 Value 322 Ownership/growth/performance Teamwork, suggested approach 18
| Workforce |3.23| Knowledge/improved/chall d/Critical Thinking Expand a tearm's comfort zone 11
324 Society/Transform/interested Success criteria for the future operational environment? 13
371
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Appendix: G Results - Themes and Category Codes

Interviewes R B R B R B
Bgs.e.a_mh.
F1 cUStomer eHperience CLIStOMEr eHpectations Aligned and Linked COMMUnication if:tc.:';z:iz:e Mot fragmented
Clazs 11.2 1.1 113 113
P2 different FAB processes. people depended Mot automated Old legacy Back to the basics
Clazs 122 123 122 123 124
3 Mat enough skills, If';ucjhff systematic SL:;::;;baﬂs Es:z%gi‘ljsper wark Lack of Autamation fg?fal:ﬁzf
‘what are the | Clazs 121 11z 112 124 123 112
biggest P4 Mat following key global Understanding spend Mat growing Customers financial
challenges that trends patterns. arganically situation
are currently | Class 115 111 115 111
being P Understanding the MNat Understanding global E . ; Sil no collaborative
enperiencedin customers needs. factars Sonamsy Impas o= effort
the ICT and ISP | Class 111 115 115 125 125
ervironment? (A1) PE customer expectations
Complesity of products and 4(Dor’™ understand]
Clazs 112 111
PY very competitive. new entrances and the es dthindustrial revalution
Clazs 124 123
Pg Urkrnown that we are Lack of trust and
entering Wansparency
Clazs 115 116
1 auto provision capabilicy Make it personal True Tauchthe SEIF_S?.F'IIGE.S
customer capability
Clazs 12.3 114 114 1.4 124
Pz Predictive Trent's Clear direction. Sitability. Biack to baszics
Clazs 12.3 125 12.4 125
P3 Sitay relevant. Stay needed Trade in the industry Fullransparency to
the customer.
What is your Clazs 12.4 124 115 113
aroroachin | Pd Enecution from an |Use global delivery All Silos under one Teamuork
PO operations perspective centres umbrella.
awercoming these Clacs 12.1 115 125
challenges = = = - 3 el
mentioned in 417 | PS Automation Proactive Visibility: Solid design Proper cataloguing BN clistomsr 2dapt ko thelr
2] journey lifecycle
Clazs 12.2 124 12.4 112 112 111
PE Simplitied the sales process. | selling to an engagement journey
Clazs 112 113
being innovative and implementing new
PY implementingrew and | and advanced
stay relevant advanced technalogy technology
Clazs 115 123 12.3
Pa
Clasz
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Interviewee
Bgs.e.amh_ﬂ_ Cod Besponse Besponse Besponse Besponse Besponse Besponse
Clazs 115 111 115 111 111
P2
Clazs
P3 Dont be overly scared of Connecting ta the real Mot tauching the Real Customer It_il-.r;-d:;sstt?:nde\:izre
the big players. world customer. experience ) .
going strategically
Clazs 111 111 111 112 121
Pd Declining Economu L ack of growth Big competitors
‘what is the Class 1 1.1.5
biggest risk di i There will be less Small ok
currently PS5 The Econamic impact, I'Ieri |s|rup e companies gaing NW: = n;n srar
impacting the ISP technologies. Forw ard. Ish products
andICT Clazs 115 123 115 111
emvironment”? competitors cutting cormers
(A3 PE o Ut costs inorder ta
remain competitive.
Class 112
pT rechrolagical risk a big Costing Es:dir;l‘i::m tothe
CORCEr,
cughomers.
Clazs 123 121 111
old thinking and ald wa Job losses dueto
Ps old habits, wing ¥ technalagy and
of working, . .
inmowations
Clazs 124 124 123
P Delight our customers Charge a premium
Clazs 112 12.d
Madernize your lezs peaple Uriderstand the
Pz Agile processes More digitalization I inRovation customers
egacy sustems dependent Lif I
ifecucle
Clazs 122 123 123 122 123 111
P35 Public sector business sonnect the Reliable connectivity | Think massive !“'"lme future
urconnected inwestment
Clazs 115 121 116 124 115
What are the Pd El;ﬂ:ftmns MUSt SUPROM | b, inational COMmpant. EE;E;:T the technolagy Zii\ztrrt::ities Mew customers
opportunities that | Class 115 115 111 123 124
becggggi?tsl':is? P Eperations plays a much Understanding g:izﬁ:‘;dmg Full transparency ta| partnership with the E:Isl:j;;ﬁ:;:te
1) igger part. CUSLOMErs COnocerns challenges the customer. custamer CLstomer
Clazs 125 114 111 113 114 116
P& Service Delivery 2" al:n.:ut Lustomer
Hperience
Class 11
mowved away from
P7 stay relevant expand our market share. | their traditional
banking function
Clazs 115 12.4
Pa
Class
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g . Cod Besponse Besponse Besponse Besponse Besponse Besponse
ahility to the customize the Keeping
F1 Get the basic™s right Solid zervice the price paint right | customer ta scale, somine checkingin with
[Up and down) the customer
Class 124 124 113 122 123 114
. Understand were
Pz more demanding more educated Mare feedback DﬁFr.auor'al the custamer is
SHiciEncles. qoing strategically
Class 124 111 113 124 121
. Further industry:
What would you P3 Digitalize Eglg atastory to sater for Simplicity ;Zig';ﬁ?sgy entertainment and ;Zi:::i‘?sgy
highlight &= the S [0 123 113 11z 123 qfﬁwle S
main .2 1. 1. 1. i .2,
characteristics | Pd Latest Techrolagy Trust Can they deliver |tth|s stil a people one ser'.':::ed
and necessities offF o 173 116 124 1z s
fuiture customers - — Ijeii'.'er ta the price o \ specialized
inthelSP and ICT S5 To deli i Deliver what you say vou int that id Youneedtoadd [Youneedtoadd -
environment? o delverantime are gaing to deliver. E;Twill ;;:E:rsa' value ta their life value ta their life fne;:?:cfjg a
w3l Clzzs 16 116 116 11z 14 112
=1 mate tech saway 3 simple language ta the
customer.
Clasz 123 111
banksz will not exist in the tian|
PT current format in the near Wuﬁg g||enera fanloves
ftre., technalagy.
Class 124 123
Pg Teamwark tansparency
Class 3135 113
P ‘wWindow of appartunity is dealwith the challenges |specialised services
more hind sight Jal=l") On amass scale
Clasz 124 113 123
F2 Metwark reliability Feact Faster nanztrf:;ﬁlzit::tls = LAnalytics Butomation zlzl::rszmpl'?”
Class 124 124 122 123 123 12
Whati ired 1P3 Products must not be sort | Business oppartunities | Some opportunities  |manage you need ta do investlexplare
i[:ﬂ;zq:lre lived. should be sustainable. fundamentally exist | development cost. | proper planning. Latest
operational Class 116 115 124 121 121 biferstand
?:I:is;:cf::';t: P4 Transhorm DptirriaLglﬁba!ization, bwild thg_outsource E!uality is bebvl.':oming get the most aut of tn;nds and when
tomers? A5 use globalization, capabilities. & major prablem. your assets what . )
i ) technologies will
This caninchade Fe-—- 3z 115 727 124 16 123
what_:sll_'ueede::ihto - - C. -I: ‘b Thé Business must - -
Sapltalze on the Products become imelevant | Understand the customer| ~ -0 o M4stBe understand all the
window of PS5 . " trained and . Transparent
. wery quickly, life cucle. rew technologies
appartunity fram educated First
an °F‘Ef°"‘t'.°'"a' Class 115 112 114 123 113
perspective. FE Allinvolved operationally
Class 313
P7 embrace change entreprensurial nature.
Class 1249
Pa .Lead by erample Trust and honesty with
Management, clear and achisvable
Clazs
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Interviewee R R R R R B
Bgs.e.a_mh.
Understand where the staff |Understand Staff's [P Driue processto do s | Understand v here
1 L skilled transfer to the | key staff members
member iz in life (Intellectual propertyl h
younger generation. | wants to go
Claz= 231 223 232 233
Family first 2nd then
P2 Staff member at 2ase Family first anly deal with them
Business.
Class 2.3.1 2.3 2.3 'ou must face the music and deal with
Ops doesn’ exist anymare Make sure the people Fomfartable in Guarantes them Yo car’t take
How have you  |P3 ) - |OPSiz all part of zales. . rew skillz then they " everybody
Opsis now a sales flunction. iz assured. Sty
successiully w all adape fast thraugh the
approached and | Class 312 312 231 223 223 322

managed change

Y'ou can’t take everybody

deal with the staff that

managementin Pa through the process. have not transformed
vour organisation! | Class 322 322
environment!  |PS Stability and security Be aggressive yol can't be negative but ot at work.
aresT [B) Claz=s 2.3.1 312
biggest leszon learntis that | The maore the emplovees
PE communication and krow and understand,
transparency is key. the less scam the
Class 113
PT Incluziveness of the entire
transparency
team.
Class 113
Pa Honesty and ransparency | Clear Objectives
Claszs 2013
Make the staff
P Make change persanal member pat of the Fulltranzparency
Claz= 231 313 232
P2 “ou can’t take everybody | Dieal with the staff that
through the process. have not transformed
Claszs 3.2.2 3.11
P3 fwoid negative people. Be thankful Getup and doit Give thl.e individual |Fesalue thle
approach. the choice. problems timeouslu
Class 3.11 3.2.4 3.2.2 2.3.2 3.2.3
What i Tough Performance Dort easily approve Getrid of the area Irvest where vou Faocus anthe
atizwour | Pd . . Cur vour losses,
Spinion of The Mansgement Headoournt, G that is not perfarming. want to go. good guys
Claszs 213 3.2.4 231 322 3.2.4 312

dead horse theary
and how do oy
manage and
measure ity [B2)

Sitability and security within

Make zure all the

PS5 the Bsi workable salesforce Get aggressive sales | sales people get ta
= Dusingss. all the custamers.
Claz= 231 312 312 324
P& E:::;;he fouirney and the Let them be inwalved
Class 112 313
PT performance management | part of the change Understand the
process jourmey proposed changes
Claszs 213 221 233
Pa Clear and accurate KPPs Firm actionif KPPz are
note met
Class 213
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. Berpopse Berpopse Bezponse Bezponse Bezponse Bezponse
| Bacoticas Lads
Plan the work and wark the Exe-c.ute the strategy and
M i that iz where mast of them
plan and the plan will work. Fail
Clazs 1.2.1 322
P2 It iz disruptive and Full Transparency with
unsektling. =kaff
Clazs 2.2.3 2.5.2
when do you just stick it Sustainable curveand | gy zubject matker Foundation and ignore the newspapers.
P auk, ::'m'.;-;a long term Dian't get inka panic skation
. urkhr.
Da you agree with [ - EXE] 5.2 EXEl [ |
the Ladership Al dto dopt, | If needed tough |
challenges in the Hawe do weu difFerentiate e el heed ba adept, Pt Cied bough ledte Know the difference on what the best way iz to handle tough
P4 PoUr management ztyle through Micra R
WLLC.A warld and pourzelf, . situations
what haz been va needs ko be right. Management.
,tm:tgy m’" N Class 312 2.3.1 215 323
approach bo Creating that safe Tou h:n'-:_to always install Staff Understand That the change has
F5 . that certainty that L.
overcome them? environment for wour staff, . ! decizionz been though through
(B sverything will be ok,
Class 2.5.1 2.5.1 2.5.2 324
P&
Class
create producksz and
k7 remain relevant b innowakive services that are
relevant.
Clazs 1.1.5 1.2.3 1.2.4
P Fafe envircnment Clear Objectives hanesty and
transparsney
Clazs .21 2.1.3 .21
o Changs management takes Explain ta ztaff, how, \:\.'hg.l. Give 5I:affll:h-: Explain to the staff Develap the talent people with
. when, you need to sell it to | opportunity bo work | let them understand .
time . . that you already have | passion
them. through it it
Clazs 2.2.3 252 313 2.5.2 3.2.3 311
erforbiance -I-:lt?d\?:a?u:;m The gaod peaple ga | Investin the
k2 Kreep biest prople at alleest™) Investingiaur good talent. P Tropping Tuture ar are being people thak have
ManTgement investment within the -
I headhunted. same vision
In wour view, what arganization.
! Clazs 3.2.1 321 213 2.1.3 .21 321
do you see the
arganization's Create though
approach needs ko | P3 Vou have ko make it work Breate Technolagical Inhousze Training FEEhArta f.or staff e zolve the problem. where * th? .
space gain confidence and personin his life
b For talent pride
attraction. o EXN] 23 52z 3210 525 FEX]
rekention and [T —
growth relating to Let the person drown e - ) . Gt the none
Feople leaves International
the Future? [B4]1z] P4 personal grawth and zee how he can conle. Get the right | experience is needed performers out
it nok betker bo swim. Euix ple. £ P ’ “|azap
rather cutzource o EEY: 43 .24 524 FEX:
the bzt ruited - - -
. Explars outside of his . avaluate wou will wou keep the person
keam at any RS Canztant recognition. ; Mewer skop learning . 4
- iFic Kme far combork sons: inkereste
fractite Hme Clazz 515 515 522 522
any zpecific &
GERET W manage
praductz or aur peaple and
requirement ¥ Culture and word of mouth is | want to work For you and your prople snd
F& . culture the easier it will
what grows businesses. that brand .
b b rekain, grow and
atkrack the right talent.
Clazz 314 2.5.3 2.3
PT new wags of work in the 4IR. | Beward and recognition workflifs balance.
Class 1.2.3 2.5.1
Pg Fairness equal opportunity
Clazs 321

LI oo
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Besearch Interviewee B R R B B B
(Questions | Code
) . Get people thatwant a
P F'assu:m_ and EQ iz ) vl Fuature at the “t'oung eager staff
soamething vou car’tieach. A . members
Or 0 anigEkican nokjEst.s
Clasz 32z 229 211
pz Get the best guys to dc_\ Pradier v here possible '\.-\.l'hitfa label pour Build economies aof
what they are the bast in. Seruides to suityou, | | scale
Clasz 313 222 312 321
Do contracting if (nat core | Thinking and thaughts _Kep staff more pe.ople iz deliverables canbe |Contractors dort
. P3 . impartant than ultimately the
w'hiat is the ar shart kerm). can’t be contracted, contracted. have enargy
participant’s COMB SNy COMPSG
e . |Clazs 222 313 324 321 222 3141
mpinion regarding Permanent staff is part of Sitrategic jobs must be People will move, Perm part of the
caontract staff | P he vici dth k h itted Plan your future DM
versus permanent | t3 ;:lsmn and the strategy. Seérqanent 391E'§t =M committe = oA
staff, and what == — Sletl of praducts and . i:ind best fit between ;:na.-lmanent and -
shouldbethe |PS Cantract the correct peaple i rract
best approach? [ 0 727 Sz 227 =
(B3l o Short term pain will result
Inwest in proper change manage in long term gain.
Class 223 233
= Culture to adaptable ta Permanent staff kewfor  |trusted tathe
change. change workfarce
Class 311 233 321
Permanent staff members | . .
P& firet job security
Class 233
Culture iz 2 way an how icate that Keep them
1 Azpire people staff should behave zz;‘tnunr'u:nlca &tha focussed and
where policy and interested
Class 313 311 2.3.2 324
Pz Staff Morale
Class 3.1.1
L ) D it right the first
way of thinking and Hire far charterer, - L
How does the PR3 Cultuire driving it. train For kil ::n?;d?:tg?glt
respondent
defing the culture Class 311 3.11 312 Ty 323 5 =
af the Pa Specifi I Break the bari youkneleh o st an Cale. r;-am klg' trust, Share: Skill help andlead by
i< ation and pecific culture programs, | Break the barriers. wark with ane are and war one arother example
TJE:F;S:H do vou another. together *
e “7 . |Class 312 125 321 313 323 G2d
think it pla:_,ls w.lthm The culture has now client centric . lot of energyin
the arganization? | PS I Ee more agile - )
(sl changed. organisation. the millennials
Class 313 312 233
P&
Class
PT big focus an culture. E\:;!Ef;ﬁifmculture and
Class 3141
P& OMA of the arganisation. |
Clazs 311
T TG
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Bezearch Interviewses B B B R B B
Becstions Lods
. . . . Usze Zaftware
P1 Ihdu"".!" iz eualving quicker remain relevant a kieap up with the defines networking
and quicker, market {Latest]
Clagz G324 12.4 1.2.4 12,3
Eales and operakions locking after vour
Pz Customer Focuzs more on agility. need bo work more skaff E ¥
clasely bagether wa
Clasz 312 323 1.2 2.5.1
L. . . . . . Add value bo life
“What would you | P3 B P':t"ltwt and svid Collaborated team effart Sustainabls business Iz ta remain relevant Dean't b negative at by taking away
negative peapls cast wark.
say are the key problems.
fackars and criteria] Class 314 i .24 524 AR F.2.2
toogek the correct P Fuccessful and Positive Test people in how they
cultural Fit For the people reack in baugh situations
arganization? | Class .24 255
[c2] P35 About the cuztomer i::::'ldc and willingrss b enkreprencurial spirit
Clazz 312 322 3.2.3
. Regular engagement . .
P& Prople First, [Zacially and v ark wist] Family ariznkated
Clazs S.24
PT same goals and objectives. & shared vision.
Clazs 3.2
P honesty and transparency Clear goals and
Clazz 321 .22
P prople don't wank to b T W techinelo gy must Be emplones cxmerience
boxed in. it user Frigndly Py P
Clagz 322 123 123 52,4
Paekits in the Partner betker,
Pz Lead by cxample Innovation hub bu-'ine:-' Partner and stay
o relevant
Clasz 341 212 125 222
“what iz the P Mot that much, W' run a very
participant'z complex fackary
opinicon of culture | Class 2.1.2
v;._t!-m “empanys culture nok as important in um:.lcrﬁ.tand the picturs | Perfarmance
vizion and how | P4 . . objective they start buying
does bhe certain countrics inka it management
participant see | Class 322 J.24 2.1.3
that relatianzhip as Autamate. Higher margin = .
: - . maoving workload to
well 2z noyour view, . . . Lower cost. Benefitting Lowering Cosk and
PS5 Dizing thing differently, S " law cast skay relevant.
what role do you the customer Maximizing profit, .
geographics,
zee bechnology
and innovation will | Clazs 513 412 324 115 124
Play ml?ttd ke chl:.nology I putting mars . Outcome-based -~ delivery against the
overcoming these | PG strain and pressure on Managing the balance: Objectives clear L empower them.
management skple, abjective
cultural and change people.
management | Clags 123 2.1.3 253
hurdlez and tranzfarmatianal
stumbling . . i Ll problem solving, and [ leaders are
blacks¥¥ [C3] | PT Technolegy snd inncvation] | share okillz and part KFI critical thinking innovation iz required ko
41R] knowledge. X . -
eszential. influcnce positive
change
Clasz 123 313 323 323 341
Trusk, respect,
P& comman ground basics in place, transparency and
honesty
Clazz oy Jc] 321
__ —
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