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Integrative Summary

This research paper is broken up into three sestimmmely an evaluation report, a literature review
and a description of the research methodology.eMaduation report section is an assessment of the
factors that could contribute to staff leaving trganisation and why staff would choose to remain

with the organisation.

The Distribution Division of Eskom is divided intine separate Operating Units (OU’s), in line
with the nine Provinces. According to an Eskom HorResource Manager (Mjali, 2013), as at
March 2012 there were 2231 employees in the E&spe Operating Unit, while the staff turnover
for the same period was 4.53%. Of the 101 staffliad resigned for the period 01 April 2011 to 31
March 2012, there were 27 transfers, 26 resignataomd 30 retirements. The balance of 18 staff
that left was due to dismissals and deaths. Wihiée statistics suggest a healthy level of staff
turnover at present, given the current pressurgsElkom employees are under, it is important to

investigate their future intentions and to see vidgkiom can do to continue to retain their services.

The literature relating to staff turnover and réitamwas examined to determine the meaning of the
terms retention and turnover and to review thevegieturnover topics that were emerging from the

exit interview data.

The research conducted was quantitative in natame, a questionnaire was distributed to all
managerial staff within the Eastern Cape Operating of Eskom. The questionnaire was sent
electronically to the participants via email withetlink to the questionnaire. Participants were
requested to respond on questions relating to facio turnover and retention, and the responses

were used to assess employee’s intention to eitimeain with the organisation or to leave.

The feedback received was analysed with the usktaf analysis in Microsoft Excel (2010). The

results of the research showed that there weralistmct themes related to employees’ intention to
remain with the organisation, namely job satistac@nd career development. On the other end of
the scale, themes which would cause staff to watgdve the organisation were the performance
management system of the organisation, not bestgnied to (i.e. to the ideas and views of staff)

and leadership (i.e. the way the organisation waisidoled). Recommendations are made to



management. The study also recommends future odstieat can be done to get greater insight into

factors relating to staff turnover and retention.
A detailed review of the literature is included 8ection two of the report. Only essential

components of the literature are included in Sectime of report. Section three of the report

provided a detailed description of the researcigdeand the research procedure that was followed.
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SECTION 1 EVALUATION REPORT

1.1 EXECUTIVE SUMMARY

This evaluation report is presented to the Eskoratdfa Cape Operating Unit (ECOU)
Executive Committee (EXCO) by Rajesh Chibba, Se#idvisor Business Planning and
Strategy. The purpose of the evaluation reporbisighlight the likely cause(s) of staff
turnover intent in the Operating Unit (OU), as wael to suggest retention strategies that can

be implemented to prevent the loss of staff.

The evaluation report investigated a number ofdiacthat could either result in employees
leaving the organisation or choosing to remain. idsearch made use of a questionnaire that
was distributed to all managerial staff within teastern Cape Operating Unit of Eskom. The

size of the sample of respondents was 100.

The report concluded that staff at Eskom EastenpeGaperating Unit would not leave the
organisation if the leadership of the organisati@s more effective and in particular, if they
would listen to the staff. Furthermore an improypedformance management system needs to
be put in place. The study also highlighted arehere staff were currently happy with the

current work environment.

Recommendations to management are that three keyrgawhich play a role in managing
turnover need attention. Firstly, the Performaltamagement System should address staff
concerns. That is: a review of the current Perforoe Management System. Secondly,
management should listen to employees’ views amndngasures in place to solicit employee
opinions, respond to these views and give feedtmeknployees. Lastly managers should be

seen to be supportive and visible if turnover ibedept low.

In retaining skills within an organisation, it wimind that employees are satisfied with their
jobs and that job satisfaction was a key contribtwoemployee intention to remain in the

organisation. Career development was also higldigtas a key reason for employees
remaining in an organisation. It was clear thapkayees appreciate a career plan to enable

them to foresee growth and potential promotion ofypities.



However, the limitations of this research are asledged. Therefore, further research is
recommended to inform further interventions. Imiéidn, a follow up survey with the 144
employees (i.e. total population) could be undemta&nce there has been tangible evidence
of some of the recommendations being implementdae Tesults of this follow up
guestionnaire could then be compared to that sfghidy, to assess whether there has been
any improvement in the results. Finally, in thisdst only managers from one Operating Unit
of Eskom completed the questionnaire. This is aptesentative of all Eskom employees. A
follow up survey could be administered, using @éarand more representative sample of all
Eskom managers from the remaining eight OperatingsUto identify the trends in the

organisation

1.2 INTRODUCTION

The Distribution Division of Eskom is divided intone separate Operating Units (OU’s), in
line with the nine Provinces. As at March 2012 ¢herere 2231 employees in the Operating
Unit. The staff turnover for the same period wes3%o. Of the 101 staff that had left for the

period 01 April 2011 to 31 March 2012, there wefik teansfers, 26 resignations and 30
retirements. The balance of 18 staff that left wda® to dismissals and deaths (Mjali,

2013).This leads one to question why the 53 staféfmimers (total of transfers and

resignations) left the Operating Unit.

The new world of work puts the importance of huntapital and indeed human capital
development at the centre of organisational sucoedailure. One of the most important
drivers of productivity and sustainable economiovwgh in developed economies is the
quality and stability of its workforce. Retentios & voluntary action by an organisation to
create an environment which engages employees fon@ term. The main purpose of
retention is to prevent the loss of competent eygse from leaving the organisation as this

could have an adverse effect on productivity amdifability (Chiboiwaet al., 2010: 2103).

The retention of key employees remains a critisslieé for organisations. Firms have become
increasingly dependent on their top talent to becessful in adapting to market changes;

however, these same market changes may simultdgeesslt in job dissatisfaction among
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key employees. Theories of employee turnover hawg Isuggested that job satisfaction
plays an important role in the processes (Ghenh, 2011: 159). In particular, central to most
turnover theories is the notion that job satistactidirectly and negatively relates to
employees’ intentions to quit their jobs (i.e.,nowver intentions), which in turn positively
relate to actual turnover (Chenal., 2011: 161).

Data derived from exit interviews within Eskom (Ketbe, 2013), has identified the most
pertinent reasons as to why individuals leave theirtess. Employees are asked to choose
from a list of reasons as to why they are leavirggdrganisation. A percentage is allocated to
one or more reason, and the total should sum tchandred percent. The reason (choices)
given to the employee are:

o Career Development
Remuneration
Leadership / Management Style
Job Satisfaction and Meaningfulness

Organisational Climate

O O O o o

Work and Personal Needs Imbalance / Family rea@@msonal Factors)

Research suggests that organisational culture dnthte affect an employee’s career
(Parzingeret al., 2012: 39). Thus, employees who fit happily itite culture and/or climate
of their organisations are less likely to searckside their own company for employment
(Parzingeret al., 2012: 39). Additionally, the culture and thenwite, or context, of an
organisation is greatly affected by the leader fudttcompany, division, or department
(Parzingeret al., 2012: 39). The ability of leaders to identifyntextual elements most
important to job satisfaction and turnover can pedumany problems and save money
(Parzingert al., 2012: 39). When employees are disgruntled oappi with their jobs, they
may exhibit negative behaviours like sabotage ttloefviolence (Parzingest al., 2012: 39).
They may also leave the company, costing much sh pooductivity and human resource
expense (Parzingest al., 2012: 39). Organisational climate has been foundnpact job
satisfaction, absenteeism and productivity. Thegu@ions of an organisation’s emphasis on
achievement, affiliation, autonomy, and understagdiighly correlated with satisfaction of
those aspects of climate (Parzingel., 2012: 39). Perceived organisational climate and
person-organisation fit have also been linked \eitipployee behaviours and performance at
the organisational level (Parzinggral., 2012: 39).



“Pay satisfaction is of primary concern to both é&yprs and employees; pay is of obvious
importance in terms of satisfying their economied& (Singh and Loncar, 2010: 470). It is
important that they are satisfied with their ovepaly as this may impact their attitudes and
behaviours (Singh and Loncar, 2010: 470). For eygrky some of whom may spend as
much as 70-80% of their budget in wages and bengfithe service sector, the issue has
implications for the survival of the organisatidntiiey do not get decent returns on their

investments (Singh and Loncar, 2010: 470).

“Furthermore, an organisation’s reward system @dasingly viewed as a strategic tool in
aligning the interests of workers and managemedt iarproving firm performance”. For
many organisations, employee turnover is a key eonbecause of the time and money
involved in addressing this issue, among otherofactWhen an employee leaves an
organisation, it forces it to spend scarce res@wcboth time and money — to either replace
the employee, or get others to cover the work. Sopsts, such as the disruption of the
organisation’s daily operations and the emotiomi@ss and, at times, the work overload it
causes those who remain, are difficult to captaranonetary terms (Singh and Loncar,
2010:470).

For employers, some interventions that may reseapeity for those who perceive being

under-paid is to increase outcomes such as payeanefits, promotional opportunities and
job security, and offer better working conditiosnce many employees have limited or no
influence on the outcomes, they may simply quitrtjobs after trying and failing to restore

equity (Singh and Loncar, 2010: 472).

Having a clear vision will also improve the decisimaking process because it will reflect
the common goals of those in the organisation @amed Kleiner, 2011: 256). Having a
clear picture of the organisation’s vision and ptgpose can unleash creativity and pride
within it. This has shown to have a positive effeat nursing retention, while inspiring a
sense of meaning to the bedside nurse (Forest el 2011: 255).

Trust and integrity in the leaders of the orgamsa(and their peer) is imperative. Trust is
grounded in the belief that their superiors aredsband lead with integrity. When employees
share the same values as those of the company thea strong connection between

management and employees. Conflicts are minimisedpaide in the organisation and its
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goals are taken to heart. Consistency in actiont ineigpresent in leaders of an organisation;
the values of the leader must not waver with ttie but rather remain steadfast on the values
of the organisation. Employees need to know they ttan depend on their leaders to remain
focused on the goals of the organisation. Thiskmseen when the leader’s core values are
in line with the mission and vision of the orgatiisa. It should be noted that successful
organisations all share similar core values, indgdopen and honest communication

between its members (Forest and Kleiner, 2011:.255)

According to Furtodoet al., (2011: 51) research has demonstrated that seatedship
qualities are implicated in greater satisfactiod #ms can be translated as the reduction of

turnover intention.

1.3 LITERATURE REVIEW

The new “world of work” lays the importance of hum@sources as well as the development
of human capital at the centre of the successilordézof the company (Chiboiwet al., 2010:
2103). The ‘war for talent’ is a worldwide occurcenand phenomenon where managing staff
workload, schedules, training, behaviour, perforogamanagement, ensuring the “right
person with the skills”, recruitment and dismissafgstaff, are common functions within the
Human Resources Department of any modern orgamisdilalik et al., 2011: 326).
Productivity is driven by sustainable economic gitown developing countries as well as the
quality and stability of its workforce (Chiboiwet al, 2010: 2103). In today’s business world
a key talent is to retain and attract competerff #taorder to achieve financial success
(Loquercio, 2006: 24).

“Labour turnover is the movement of employees md aut of the boundaries of the
organisation ... the permanent withdrawal from Wk situation” (Nelet al, 2004: 551).
According to Pricest al., (2007: 51), “turnover occurs when an employe&dsaa specific
job or organisation permanently and his/her sesviem@& no longer available. As a result of
turnover, a new employee must be hired.” Consetyudrdnsfers are not considered as

labour turnover.



One of the most important drivers of a companyswgh and productivity is the quality,
availability and stability of its employees (Chibaiet al., 2010: 2103).

Chiboiwaet al., (2010: 2104) defines retention as “a voluntary enby an organisation to
create an environment which engages employees longaterm”. Chiboiwaet al., (2010:
2104) iterates that one of the main reasons faimeily employees is to stop competent staff

from leaving the company.

However, if these employees do leave, it can hagwe@®und negative effect on productivity
and profitability. Retention is about those pol&cend practices that “encourage and create
positive working conditions and an environment #atourages employees to stay with the
company in the longer term” (Martin, 2010: 233)m@oyee retention still remains one of
the more critical matters in any organisation. Canmes become increasingly dependent on
the top performers in achieving a competitive ativge and to succeed in adapting to market
changes (Chiboiwaet al., 2010: 2104-2105).

1.3.1 Factors of Turnover and Retention

1.3.1.1 Career Development:
Increasingly individuals do not mentally and phgdlic attach themselves to
one-single firm regardless of the conditions withimich the company
operates. Instead, job mobility has been heightemedting the possibility of
career change and job mobility a common phenomgRausseau, 1998:
218)

Career development goes beyond the merely proma®ra reward. It
includes factors such as improving skills, preparior the future and
maintaining existing skills, Firms that have a pioemt and successful career
development programme, can see that investmenh@ayjf as it leads to

improved employee performance.

In today’s business world, individuals go throughaaray of different career
paths in similar or other industries. In order & individual to be highly
successful in a job, their needs must have a oelstip between an improved
career path and the relationship with their curremiployer (Weng and
McElroy, 2012: 256). An improved career path is @od) determiner of



“employee—organisational relationship” (Weng andBlloy, 2012: 256).
However, one would expect that “any relationshipween career growth
and employee outcomes would depend on whether thplogee is
committed to pursuing a career, rather than sirhplging a job, in the first
place” (Weng and McElroy, 2012: 256).

Ko (2012: 1006) terms “career” as explainable bfemeng to it as “a
sequence of jobs held by an individual in his arllietime; or a series of job
outputs performed over time; or as a pattern ofggperiences covering the
life of a person”.

Weng and McElroy (2012: 257) mention the theory‘rokt expectations”
which indicates that an individual's attitude andhdwiour to be the
consequence as to the level to which expectatimsat within a company.
According to Chang (1999: 1257-1258), staff whavsetrto grow in their
career, have higher expectations for growth oppdiras within their own
environment. If such an employee meets his or twterpial for growth
within the organisation, such an employee is likély stay with that
company. However, failure to achieve that promotieih automatically lead
these staff to seek alternative jobs. Career gropthspects are as
encouragements within the “framework of the psyobmlal contract” and
indicate that these incentives are provided byottganisation, the employee
responds by giving more to the organisation's g@isng, 1999: 1258).

The results of a study done by Weng and McElroli22®62) shows that
employee’s whose expectations are met and theyctmdogical contracts”
therefore satisfied, can result in a more psycholdgattachment to their
organisation, and are therefore less likely to.dxir example, “career goal
progress, reflects the association between onegrcgoals and one's current
job. If this association is strong, one becomesensacio-emotionally linked
to their employer, which decreases their inclimatio look elsewhere for
work” (Weng and McElroy, 2012: 262). This is a sigeelement of turnover
in career development, as it highlights the impuréaof having a congruent

relationship between employer and employee.



1.3.1.2Remuneration
Remuneration satisfaction is the main concern tth bemployees and
employers. Remuneration is important as it sagsséeonomic needs. The
importance of employees being happy with their p@yfundamental to
relationship building as this may impact theirtattes and behaviours (Singh
and Loncar, 2010: 470). In the service sector eygro spend as much as
70-80% of their annual budget on wages and bendfits concern has far
reaching implications for the sustainability of amyanisation, if it does not
ensure decent returns on their investments (SimghLancar, 2010: 470).
Singh and Loncar (2010: 470) echoes furthermore ah@ompany’s reward
system is considered by many as a strategic toehsure the alignment of
the interests of employees and management, andovwepthe firm’s
performance. For many employees, turnover is a m@jacern due to the
time and monetary value involved in addressingiskae. In the event of an
employee exiting employment, it forces the orgdaiosato spend scarce
resources — both money and time — to either repllaeestaff member, or
allow others to cover the work (Singh and Lonc&1@ 472). If employees
perceive being underpaid, the employer may regiquéty by increasing pay,
benefits, promotional opportunities, job securitydaoffer better working
conditions. Employees at times have limited tonftuence on the outcomes,
resulting in them quitting their jobs after tryiramd ultimately failing to
restore equity (Singh and Loncar, 2010: 472)

Remuneration satisfaction is a key concern to bethployees and

employers. Remuneration is important as it satsfeconomic needs.
Remuneration is viewed as a “lower-order, hygieaed it is important to

maintain adequate remuneration levels” among higfiopmers (Winterton,

2004: 377). “For most individuals the reality of iastrumental attachment to
work necessitates sufficient reward to maintaindagh nexus irrespective of
the ideology and idealism of psychosocial motivatibeories” (Winterton,

2004: 377)



1.3.1.3Leadership and Management Styles
Turnover trends correspond with good governance anchnsformational
leadership style. Research shows that an employe&stion to leave is
more directly related to managers or supervisoas tto-workers (Hayest
al., 2012: 889). Hayest al., (2012: 889) state that managers must be great
leaders. Their visibility is of cardinal importanceffectively liaising with
their employees and being willing to provide praasel recognition where it
is needed most. Supportive management also invalvespromotion of
communication and being part of a team (Hagtes., 2012: 889).

A high level of integrity, accountability and trush leaders of any

organisation is imperative. The matter of trusgisunded in the belief that
the company’s leadership are individuals that apeebst and lead with

accountability and integrity (Forest and Kleined12: 255). When staff and
the company’s values are aligned, the bond betwaanagement and
employees is strong, it leads to a decrease inlicoaind the vision and

mission of the organisation are taken to the comhe® business (Forest and
Kleiner, 2011: 255).

1.3.1.4Job Satisfaction
Ko (2012: 1005) indicates that job satisfaction bast be described as “the
feelings staff have regarding their careers”. Itherefore a function of the
perceived relationship between the employee’s dagfiea on his/her career
and the actual input received from such a relalignslob satisfaction is an
“attitudinal measure” which measures the views abtpexperiences and

rewards to their current view of a job.

Job satisfaction plays a key role for the subjectirell-being and is a crucial
factor for labour market outcomes. “Greater empdoyeell-being is
associated with better job performance, lower alestsm, and reduced job
turnover, and is therefore of particular interest firms and other
organisations” (Kaiser, 2005: 1). One of the moshsistent findings in
empirical labour economics is that of a large aighificant difference

between men and women's pay. Estimates of theahthe pay of women to
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that of equivalently qualified men doing the sarpget of job have ranged
from 94 to 49%, with a recent estimate of 80%. €her also extensive
evidence that women's jobs are worse than menterins of hiring and
firing, job content, promotion opportunities ancksal harassment. Even so
and despite their higher levels of reported stresgheir life, women
consistently report higher job satisfaction scates do men (Clark, 1997:
342).

1.3.1.50rganisational Climate
Research indicates that the culture and climatéh@forganisation directly
affect an employee’s career decisions (Van Vian20QO; Young and
Hurlich, 2007 cited in Parzinget al., 2012: 39). This alludes to the fact that
staff with a perfect fit into the culture and cliteaof their company, are less
likely to leave the company and search for altéveatemployment
somewhere else. In return, the culture and theaténof an organisation are
highly affected by the leader of that company, slom, or department. The
capacity of leaders to recognise contextual elesnamist important to job
satisfaction and turnover can reduce many problents save money (Van
Vianen, 2000; Young and Hurlich, 2007 cited in Rageret al., 2012: 39).

Organisational factors affecting staff retentiortlimle the administrative
structure and personnel policies of the companye,caupervision, and
communication. For example, “nursing homes reteaditional bureaucratic
structures in which the focus is on “standard ofegaprocedures” and

control that is concentrated at the top.” (Riggsl &antz, 2001: 45). This
form of organisational structure may require aneetepd work environment
and is not favourable to flexibility. “Open, fléte organisational structures
contribute to the commitment, satisfaction, anémgbn of employees to the
degree that they demonstrate support for individuatkers” (Riggs and

Rantz, 2001: 45). “Shared participation in decisioraking, equity in

implementation of policies, access to formal anfdrimal support systems,
effective interpersonal relationships and supeswisiand multi-channelled

open communication are all factors shown to relatstaff retention and that
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would define the nursing home as a “relational camity (Riggs and Rantz,
2001: 47).

1.3.1.6 Personal Factors
Ali Shahet al (2010: 169) highlights personal factors such asilfaissues,
health problems, education of children and socistatus as causes and
contributors to high turnover intentions among eypks. Another
important factor which was highlighted by thesehaus is “Job-Hopping”,
which can also lead to an increase in turnovers himainly the result when
there is a labour shortage being experienced awus of jobs available,
which causes employees, to move to another joktbédter remuneration.
There is also an “understanding that believes ¢naployees “job-hop” for
no apparent reason or just because of the funasidtalso to improve their
resumes in many instances. For example, a staff beerhears that his
colleague or family member has done so, and théshéelecides to do the
same” (Ali Shatet al., 2010: 170).

To keep jobs attractive, “the overall goal shoutdib restore and protect the
attractiveness of certain careers as an occupttticall potential applicants.”
(Cangeloskt al., 1998: 29). The related mechanisms include: “Téxgety of
daily work; the support and friendship of colleagtlee ability to fit work
around social responsibilities; opportunities fararhing, diversity and
promotion.” (Wilson, 2006: 32).

Doll (1983: 80) emphasises retention factors ag; to spread overtime
around so that it isn't too heavy on a few pediglegexample offer the staff
an overtime bank, whereby they would be paid insdaff, during slack
periods in lieu of pay for overtime”. Offer staftraining on time
management, in order for them to manage their waooke efficiently.

1.3.2 Summary
The literature highlights to a significant degrke tlisruptive and costly nature caused
by turnover in the modern workplace. The most ingoar factor in gaining a

competitive advantage, and to be successful novgaagot in looking at profit in
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isolation, but more on managing those relationstithin the business that ensure a
positive profit margin is secured. Staff turnoves a determining factor of
sustainability in today’s World-of-Business. Indhiesearch study, six themes namely
career development, job satisfaction, remuneratimrganisational climate,

management and leadership styles and personaidagtve explored.

1.4 RESEARCH METHOD

The population was 144 Eskom Managerial staff frilve Eastern Cape Operating
Unit. All of the employees in the sample group haweminimum educational
background of at least grade 12 (with the vast nitgjbaving a tertiary qualification)

and all employees in the sample can read, speatwatedEnglish fluently.

The questionnaire consisted of 2 sections viz.

» Section A - seven biographical questions.
» Section B — fifty two questions broken up into feub sections viz.

o Section B1 — thirty question on factors that womlfluence and employees
decision to stay or leave the organisation. It wfaa Likert scale format and
the respondents were asked to rate their levelgoéeament with certain
statements on a scale of 0 — 10.

0 Section B2 — three questions on external factoet thay influence an
employee to leave. It was of a Likert scale formuadl the respondents were
asked to rate their level of agreement with cersé@tements on a scale of 0 —
10.

0 Section B3 — nine questions on the employees iaternb quit. It was of a
Likert scale format and the respondents were askedate their level of
agreement with certain statements on a scale of.1 —

0 Section B4 — ten questions on how to manager stafintion. It was of a
Likert scale format and the respondents were as&@edate their level of

agreement with certain statements on a scale df@ —
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The questionnaire was constructed on line in GoBgiee and a link to the document
was shared via an email that was distributed toMahagerial staff based in the

Eastern Cape Operating Unit.

Respondents were requested to complete the questiea during any free time they
had between meetings or appointments. The timenthstestimated for completion of

the questionnaire was not more than 20 minutes.

To complete the form, the participant clicked oa timk which was included in the
email sent and it directed them to an on-line systeeet. A brief explanation of the
survey as well as instructions on how to complbe&edurvey was in the introduction
of the survey. All questions were mandatory andukh@ question not have been
answered the survey would mark the process asampleted, this ensured that all

guestions were in fact answered (See Appendiceanti 4.2).

1.5 RESULTS

The initial email requesting participant to compléthe questionnaire was sent on 22
January 2014, with no deadline was given to thégieants. However, there were two
follow up emails sent to the participants on 03rkEalby 2014 and 13 February 2014

respectively, urging them to complete the questinen

All completed questionnaires were downloaded frowog@e Drive into Microsoft
Excel (2010 version) in order to perform a seriestatistical tests. The results of the

tests performed are discussed below.

1.5.1 Biographical results

Of the 144 questionnaires sent, 100 responsesneeeéved. The biographical results

for Ethnicity of respondent, Age of respondent, @Ganof respondent, Job level,
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Highest Educational Qualification obtained and Bimh or section of respondents

can be found in Table 1.1.

TABLE 1.1: RESPONDENTS BIOGRAPHICAL RESULTS

Ethnicity of respondent Responses
Black 38

Colourd 12

Indian 13

White 37

Grand Total 100

Age of respondent Responses
25 years to less than 35 years old 15

35 to less than 45 years old 39

45 to less than 55 years old 31

55 years and older 15

Grand Total 100
Gender of respondent Responses
Female 33

Male 67

Grand Total 100

Job lewel Responses
M/P/G/S 14,15 & 16 85
M/P/G/S 17 & 18 15

Grand Total 100
Highest Educational Qualification obtained Responses
Bachelors Degree 33
Diploma 22
Honours Degree 25
Masters or Doctoral Degree 18

Matric or Grade 12 2

Grand Total 100
Division or section Responses
Business Partners (HR, IM, Finance, Commercial) (32

Group Customer Services 18

Wires 50

Grand Total 100

Source: Author’s construction

1.5.2 Top Ten Retention Items
Data downloaded from the completed questionnaiies analysed and for section B1
of the questionnaire, the following top ten retentitems from the thirty questions

were identified based on the frequency of the scéfable 1.2). The ranking of the
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Top Ten Retention items was made by analysing ribguency of the scores and a
mean was calculated as the average of the ap@icaioires, followed by the impact
based on the relative impact score. The impactesisoarrived at by multiplying the

frequency of the scores (i.e. the number of respotsdwho rated the item as a
retention item, namely by rating it from 6 to 10) the mean of this sub sample’s
rating and then dividing the result by one hundi@drrive at the impact score. The

impact score thus allows one to rank the questioosder of importance.

TABLE 1.2: TOP TEN RETENTION ITEMS

Question Standard Impact
Rank Question Number | Frequency| Mean | Deviation | Score
The level of significance or importance of my jofhe extent to which the
1 results of my work affect the lives and well-beifigther people. 29 75 7.97 1.09 5.9
2 Developing myself and gaining new knowledge arild.sk 12 72 7.92 1.11 5.70
3 The training and development opportunities avaiabl 13 70 7.73 1.15 5.41
4 The learning environment of the organisation. 1] 6 637.] 1.28 5.19
The level of challenge and excitement of work assdnts in my area of
5 expertise. 30 67 7.99 1.29 5.35
6 The degree to which | can achieve my personal evfdgsional goals 27 61 7.85 1.12 4.7
7 The balance of work and my other life pursuits iatetests. 21 61 7.49 1.18 4.57
8 The size of my pay package 16 60 7.78 1.26 4.67
The degree to which the work environment is eilegsitive to or indifferent
9 to my personal, famiy and health related needs 25 58 7.43 1.06 431
The way my pay package is structured in terms dienefits (medical,
10 [pension, alowances) and incentives (e.g. perfazenapnus) 17 58 8.00 1.31 4.64

Source: Author’s construction

An analysis of the top 10 retention items showstdipesix items are from two distinct
themes of the questionnaire i.e. questions 27,n293® are questions relating to Job

Satisfaction. Questions 11, 12 and 13 are questelasng to Career Development.

1.5.3 Top Ten Turnover Items

Data downloaded from the completed questionnairas analysed and for
section B1 of the questionnaire the following t@m tturnover items were
identified (Table 1.3). The ranking of the top temover items was made by
analysing the frequency of respondents who rateditédm from O to 4. The
mean was calculated for the sub-sample, and thadhmanking determined
based on the impact scores. In calculating the émnpaore of the top ten
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turnover items, a reverse mean score was usedt ig/tgnce the Likert scale
used was a “0 to 10” scale with a score of “5” lgemneutral, it thus meant
that a score of “0” indicated that a respondent mase inclined to leave the
organisation. Therefore to ensure that the impamteswas a true reflection of
the respondents’ rating, a reversed mean was etéclbnd the impact score
was calculated on this reversed mean. The reverssh was arrived at by
taking the original mean and subtracting it from 4.

TABLE 1.3: TOP TEN TURNOVER ITEMS

Question Standard | Impact | Reversed| Impact
Rank Question Number | Frequency| Mean | Devation | Score Mean Score
The current performance management system
1 |ofthe organisation. 19 64 1.88 153 1.20 2.13 1.34
The way the organisation is being led by top
2 |management. 6 62 1.87 1.30 1.16 2.13 1.32
The degree to which the organisation listens pr
does not listen to the views and ideas of its
3 |employees 7 72 2.19 119 158 1.81 13
The degree of fairess and consistency in
4 |the way in which policies are implemented 5 54 1.96 712 1.06 2.04 11
The way people are treated by those in
5 |leadership positions. 9 54 1.96 1.27 1.06) 2.04 1.
The plans and changes that the organisation
6 |is implementing 3 62 2.29 1.23 142 171 1.06
7 |The recognition | receive for what | do. 20 50 1.94] 21.2 0.97 2.06 1.03
The way problems are generally dealt with b
8 |managers in the organisation 10 53 2.23 1.46 118 197 4 09
The quality of my manager's leadership and
9 |nature of the relationship | have with him or her. 8 46 2.00 1.30 0.92 2.00 0.92
10 |The structure of the organisation 2 45 242 1.09 1.09 815 071

Source: Author’s construction

The top three turnover items based on the impacesqTable 1.3) are:

* Question 19 — The current performance managemetérayof the
organisation.

* Question 6 — The way the organisation is being bsd top
management.

* Question 7 — The degree to which the organisatsbers or does not
listen to the views and ideas of its employees.
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The responses to these three questions suggesththatrepresent the main
reasons for employee intent to leave the organisati the near future.

1.5.3.1Analysis of Variances (Anova) for the top threedaver ltems

Analysis of variance was performed to further explthe top three turnover
items, as they represented a higher risk to thanisgtion in terms of the
retention of staff. This section therefore presehts results of Anova tests
performed on the top three turnover items (Tal®@ ih. comparison to the age
of the respondent, gender of the respondent, jodl lef the respondent and
division or section of the respondent (Table 1.th) drder to explore

differences between the sub-groups.

The null hypotheses for these tests is that thereisignificant difference in
mean score across categories represented in tlggaplocal data of the
sample (i.e. age of the respondent, gender of@lpondent, job level of the
respondent and division or section of the respot)den

The alternate hypotheses are that there is a mignif difference in mean
scores across the biographical data of the saniple.level of significance
used for the test is 5% & 0.05) and the specific test used was Anova singl
factor. The decision rule to be used was to rdfeetnull hypothesis if the p-
value <0.05.

Analyses of variance were conducted on questions6l8nd 7 to test the
hypotheses above. Only the Anova results for quediwere significant and
are presented below. For item 6 the only analysis was of significance was
the job level of the respondent and this analysisepresented below (Table
1.4). All the Anova results that were not signifitare presented in Appendix
4.3
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TABLE 1.4 ANALYSIS OF VARIANCE OF
RESPONDENT

LEADERSHIP VERSUS JOB LEVEL OF

Anova: Single Factor

SUMMARY
Groups Count Sum Average Variance

M/P/G/S 14,15 & 16 54 108 2 1.736

M/P/G/S 17 & 18 8 8 1 0.571

ANOVA

Source of Variation SS df MS F P-value F crit
Between Groups 6.968 1 6.968 4.355 0.041 4.001
Within Groups 96.000 60 1.600
Total 102.968 61

Source: Author’s construction

The null hypothesis is rejected as the p-valueess ithan 0.05 (p = 0.041) as
seen in Table 1.4. At the 5% level of significantlkeere is a significant
difference in mean scores across job levels. Tlass,compared to junior
managers (i.e. M/P/IG/S/ 14, 15 & 16) with a meaarescof 1.00, middle
managers (i.e. M/P/G/S 17 & 18) with a mean scdér2.@0, are more inclined
to consider leaving the organisation based on then@r in which “The way the

organisation is being led by top management”.

1.5.4 Correlation Analysis

“Correlation analysis is one of the most widelydis@ed reported statistical methods
in summarising data. The correlation coefficient apefficient is a statistic used to
measure the degree or strength of the relatiors#tipeen variables”. (Taylor, 1990:

36).

1.5.4.1 Correlation of the top three turnover items to ®ecB3

The top three turnover items namely question 12nd7 (Table 1.3) represent
internal themes/ reasons for staff to want to leleeorganisation. As a result
guestions 34, 35, 36 and 42 from section B3 wemseh for correlation

purposes as they represent items that expressariiam by staff to leave the
organisation for internal reasons.
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TABLE 1.5 CORRELATION ANALYSIS OF QUESTION 19 TO SELECTED QUESTIONS
FROM SECTION B3.

19 The current performance management system of the organisation.
Question

no. Question Coefficients P-value

34 | often think about quitting my job. -0.198 0.005

35 I will probably look for a new job in the -0.950 0.000
next year.

36 I never think about quitting my job. 0.096 0.171

42 If | wanted to reggn this month, | expect 0.047 0.490
that | could easily get another job

Source: Author’s construction

The scores indicative of dissatisfaction with therformance management
system (item 19), were correlated to questions38436 and 42 from Section
B3 of the questionnaire.

The results indicate a significant and inverseti@iaghip between Questions
34 and Question 35 (Table 1.5). This suggestsdiiate employees could be
dissatisfied with the performance management systethe organisation to
the extent that they may be thinking about quittindooking for a new job in
the near future.

TABLE 1.6 CORRELATION ANALYSIS OF QUESTION 6 TO SEL ECTED QUESTIONS
FROM SECTION B3.

6 The way the organisation is being led by top management.
Question
no. Question Coefficients P-value
34 | often think about quitting my job. -0.212 0.001
35 I will probably look for a new job in the next year. -0.195 0.002
36 I never think about quitting my job. 0.139 0.025
42 If1 yvanted to reS|gn this month, | expect that | could -0.047 0.436
easily get another job

Author’s construction
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The scores for the way the organisation is beiddoletop management (item
6) were correlated to questions 34, 35, 36 andrdéh fSection B3 of the
guestionnaire (Table 1.6).

The results indicate an inverse relationship foe€ion 34 and Question 35.
Thus, should leadership in the organisation notilirnfidence in its

employees there is a higher chance that staff wolhsider leaving the
organisation. There is also a significant positiglationship for question 36
which then leads the researcher to conclude thadt ate less likely to quit
should the organisation be led effectively by togmagement.

TABLE 1.7 CORRELATION ANALYSIS OF QUESTION 7 TO SEL ECTED QUESTIONS

FROM SECTION B3.

7 The degree to which the organisation listens or does not listen to

the views and ideas of its employees
Question

no. Question Coefficients P-value

34 | often think about quitting my job. -0.117 0.128

35 I will probably look for a new job in -0.065 0.399
the next year.

36 I never think about quitting my job. 0.187 0.011
If I wanted to resign this month, |

42 expect that | could easily get -0.085 0.237
another job

Author’s construction

The scores for the degree to which the organisdistens or does not listen
to the views and ideas of its employees (item Wewmrrelated to questions
34, 35, 36 and 42 from Section B3 of the questioend@able 1.7).

The results indicate a significant positive relasibip between question 7 and
guestion 36. Thus should leadership not listerhéoideas and views of staff,
the likelihood of staff leaving the organisationrisreased.

1.5.4.2 Correlation of the top three turnover items to ®ecB4

Included in section B4 of the questionnaire wasratéd range of ideas of
how retention could be managed. Given the anabfsiesponses to Section
B1 above, the top three turnover items (i.e. qoastil9, 6 and 7) were
identified (see Table 1.3). These three items werapared to questions 43,
45, 46, 47, 48, 49, 50, 51 and 52 from Section B4he questionnaire,
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because of their potential relevance in addressivage priority turnover
intentions.

TABLE 1.8 CORRELATION ANALYSIS OF QUESTION 19 TO SELECTED QUESTIONS
FROM SECTION B4

19 The current performance management system of the organisation.
Question

no. Question Coefficients P-value

45 Improvg qrganlsatlon systems, processes -0.176 0169
and policies

48 Increase my pay by 25 percent -0.199 0.055

49 Pay me. mqre, based on my performance -0.204 0.063
or contribution

50 Revise the performance management -0.385 0.000
system

51 Provide me with mpre opportunities to 0.069 0.432
attend courses which develop me

50 Provide me with a clearer career 0.056 0.580
dewelopment path

Source: Author’s construction

As shown in Table 1.8, questions 45, 48, 49, 50arikd 52 were seen to be related to
performance management (item 19) and thus a cboelavas performed on these
questions to that of question 19 from Table 1.3.

The results indicate that there is one item of iigance (i.e. question 50) when
correlated against question 19. There is a sigmficelationship between the revision
of the performance management system as a way mdgay staff retention, and the
intent to leave as a result of the current perferteamanagement.

This leads the researcher to conclude that shduwdd performance management
system be revised appropriately, the likelihoodst#ff leaving could be reduced.
Unfortunately, given the limitations of this resgarthe nature of this revision could
not be identified. Of interest to note is the fHwt revising pay, training and career
development as possible ways of managing reterdidnnot have a significant
correlation to the intent to leave as a resulthef turrent performance management
system of the organisation. There needs to be durtiesearch undertaken to
determine what the root of the dissatisfaction ivhe performance management
system.
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TABLE 1.9 CORRELATION ANALYSIS OF QUESTION 6 TO SEL ECTED QUESTIONS
FROM SECTION B4

6 The way the organisation is being led by top management.
Question

no. Question Coefficients P-value
Clarify and communicate the organisation’s

43 core purpose and guiding principles and 0.015 0.914
values
Allow me to participate more in decision

47 making and problem solving within the -0.165 0.327
organisation

Source: Author’s construction

Questions 43 and 47 were seen to be related teefip@nse on leadership and thus a
correlation (Table 1.9) was performed on these tjues (43 and 47) to that of
question 6.

The results indicate that there were no items grii§cance identified. This suggests
that the dissatisfaction with organisational leatgr that is being expressed in an
intent to leave, is not related to the way thatytltmwmmunicate or levels of
participation in decision making and problem salvisince there were no items of
significance when correlating leadership to comroaton and participation in
decision making, further research is needed taehete why employees are intent on
leaving due to the way the organisation is beinigolg top management.

TABLE 1.10 CORRELATION ANALYSIS OF QUESTION 7 TO SE LECTED QUESTIONS
FROM SECTION B4

The degree to which the organisation listens or does not listen to the views

! and ideas of its employees
Question
no. Question Coefficients P-value

16 Commgnlcgte more Wlt.h me about what is 0.072 0.549
happening in the organisation

Allow me to participate more in decision
47 making and problem solving within the -0.372 0.008
organisation

Source: Author’s construction
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Questions 46 and 47 were seen to be related tedponses on listening (item 7) and
thus a correlation (Table 1.10) was performed esdhguestions to that of question 7.

The results indicate that only one item of sigmifice was reported (i.e. question 47).
There is a significant inverse relationship betwgaastion 7 and question 47. It can
be concluded from the correlation that the moreigpation employees have the less
likely they are to leave the organisation for taason of not being listened to.

1.6 DISCUSSION AND CONCLUSION

16.1

The objectives of the research study was to idettté main factors that could lead to
turnover within the Eastern Cape Operating UniEskom, as well as the factors that
could assist in the retention of staff. The maindings of this investigation are
summarised in this section, discussed and then mmeemdations made to
management in the light of this discussion.

Summary of the main findings

The analysis of the top 10 retention items showexddistinct themes that would lead
to ensuring staff retention; these themes are aatisfaction and career development.
On the other hand, the top three themes that wealdse staff to leave the
organisation were the performance management sysfeitmne organisation, the
degree to which the organisation listens to viemd ialeas of staff, and the way the

organisation is being led by top management.

Further analysis highlighted that middle manag®igP(G/S 17 & 18) were more

inclined to consider leaving the organisation thiiier managerial staff (M/P/G/S 14,
15 & 16) over the way that the organisation is belad by top management.
Correlation analysis also showed that staff areenmelined to leave the organisation
due to the current performance management systéfenty effective, the degree to
which the organisation listens or does not listentlie views and ideas of its
employees, as well as the way the organisatioreisgbled by top management. In
mitigation of these risks, the employees could learinclined to remain with the

organisation should they be more involved in theisien making process, as this is
associated with feeling that they are listened to. addition, revising the current

performance management system will reduce theahi@et of leaving.
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There were also meaningful analyses with no sigaifi results. These included the
correlation indicating that dissatisfaction witletleadership of top management, was
not related to decision making and communicating tinganisation core values.

Further research needs to be undertaken to battdgrstand why employees may

leave due to top management’s leadership of Eskom.

1.6.2 Recommendations: Turnover

1.6.2.1 Performance Management Systems
Research by Batt and Colvin (2011: 3) indicates ¢naployees quit their jobs,
when they are disgruntled with HR processes. Frdns tstudy, the
respondents’ views of the performance managemeiesyis one of the items

that was ranked highly in terms of turnover intenti

However, the exact nature of the dissatisfactiomiccmot be pinpointed and
needs to be investigated further. One area of Buastigation is the basis of
the measurement of performance and role of decisiakers in finalising
performance results (Kloot and Martin, 2000: 23@)e recommendation to
Eskom management is that there should be a reviewhe current

Performance Management System.

1.6.2.2 Listening:

Another finding of the study refers to the degreemhich the organisation
does not appear to be listening to the views aedddf staff. Bosst al.,
(1990: 71) note that accurate evidence is a vilament of effective
management. In order to get the “essential infolmnaimanagers need lots of
help, particularly from their employees, and thetheay to get that help is to
listen to them” (Bosst al., 1990: 71). By listening, the authors refer tothat
very least, “hearing information, analysing it, aimg it at a later time,
drawing conclusions from it, and then doing sommegtabout it”. Listening is
a crucial component of the communication mix. Thee to remedy the
situation, Boset al., (1990: 71) states that “leaders must be willingidten to

their people, both intellectually and emotionatiyd to respond to what they
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hear, as some problems require nothing more tHateming ear; and others
necessitate immediate action”. Whatever, the néeid, important that the

leader give people, what they need to grow (Bbss, 1990: 71).

The recommendation to Eskom management is to redate the employee
satisfaction surveys. Completion of the surveysstayf should not end once
the survey has been completed. All suggestions, cetos and

recommendations made in the surveys must be adti@red feedback

provided to the employees.

1.6.2.3 Leadership

Research shows that staff’'s intention to leave memdirectly related to
managers or supervisors than co-workers (Hayes., 2012: 889). Hayest
al., (2012: 889) states that managers must be greggrgaheir visibility is of
cardinal importance, effectively liaising with theemployees and their
willingness to provide praise and recognition wheétreis needed most.
Supportive management also involves the promotionoonmunication and
being part of a team (Hayesal., 2012: 889).

While the reason for dissatisfaction in the way tiganisation is being led
needs further investigating, the recommendatidasikom management is that
it should encompass the Eskom leadership valueglyateadership with the
heart of a servant, leadership that creates aitgporganisation, leadership
characterised by good governance and leadershipateased by disciplined

execution.

1.6.3 Recommendations: Retention

1.6.3.1 Job Satisfaction
While expressing dissatisfaction with the leadgrshnd the performance
management system of the organisation, the resptsdewve nevertheless
expressed satisfaction with their jobs. Since thés emerged as a key

contributor to employee intentions to stay, itiehfor Eskom to monitor and

25



1.6.3.2

manage job satisfaction. According to Saari andgdu(2004: 403) Eskom
Management, should therefore systematically measm@Eoyee attitudes that
forecast organisational performance, look at wafysmproving employee

attitudes and job satisfaction; and then finallpleating these interventions

by measuring and researching, whether these olgsoivere met.

Management should therefore consider using a wattgude survey, which
measures areas important for employee job satisfacas well as
organisational success. Management can ensuréhthatirveys are routinely
used as part of decision making, making the resuitsnvaluable source of

future prospects (Saari and Judge, 2004: 403).

Career development

In addition to job satisfaction, career developmemss identified as a key
reason for respondents to stay on in the orgaaisaBarticipants like to have
a clear career path for career growth and poteptiaiotion opportunities

while others valued the career path being coupleddefinite career

advancement plans. Jan (2010: 107) reported traat drganisation does not
consider providing opportunities to employees teaade in their careers, this
creates a feeling of frustration among them. Stairal., (2006, cited in

Mabuza and Gerwell Proches, 2014: 643) advised diggnisations should
facilitate opportunities for development and cargeogression for their

employees. Benest (2008, cited in Mabuza and GeRvethes, 2014: 643)
also advised that this can be achieved by providipgropriate and flexible
work challenges, continuous learning, challengingky assignments which
stretch but do not overwhelm the employee, contisudraining and

development, and competitive pay.

Career development is an ongoing process. It néleesbacking of the
organisation as a whole with specific referencemanagers and human
resources. The organisation should not deem categelopment as an
isolated issue or a once-off trade off with stéfis like many other common

issues, where the responsibility of devising a tamtuis shared by all the
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stakeholders, similarly, career development beingoaamon issue, the

responsibility of developing a career plan may &lsshared. (Jan 2010: 107)

The recommendation to Eskom management is to rethewcurrent talent
management programme as the current programme slyremed at one
division (i.e. Distribution) and to ensure that Blivisions are catered for.
Further to this, the mentorship programme for neéddianagers as well as
junior managers and supervisory staff can be fasedl Lastly, the bursary
committee could be more flexible in their suppdran employee’s choice of

studies, keeping in mind a long term view of an kEyge’s development.

1.6.4 Conclusion

Based on the findings of this research a numbeea@immendations have been made
to management. However, the limitations of thisesrch are acknowledged.
Therefore, further research is recommended to nmféurther interventions. In
addition, a follow up survey with the 144 employdes. total population) could be
undertaken once there has been tangible evidenseroé of the recommendations
being implemented. The results of this follow upesfionnaire could then be
compared to that of this study, to assess wheltege thas been any improvement in

the results.

Finally, in this study only managers of one Opag@tiUnit completed the
questionnaire. This is not representative of akdas employees. A follow up survey
could be administered, using a larger and moreesgmtative sample of all Eskom
managers from the remaining eight Operating Uritsdentify the trends in the

organisation.
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SECTION 2 - LITERATURE REVIEW

2.1

INTRODUCTION

The new “world of work” lays the importance of humaesources as well as the
development of human capital at the centre of tleeess or failure of the company
(Chiboiwa et al., 2010: 2103). The ‘war for talent’ is a worldwidecurrence and
phenomenon where managing staff workload, schedulieaining, behaviour,
performance management, ensuring the “right pewvatmthe skills”, recruitment and
dismissing of staff, are common functions withie tHuman Resources Department of
any modern organisation (Malét al., 2011: 326). Productivity is driven by sustaireabl
economic growth in developing countries as welltlzs quality and stability of its
workforce (Chiboiwaet al, 2010: 2103). In today’s business world a keyrtale to
retain and attract competent staff in order to eshifinancial success (Loquercio,
2006: 24).

“Labour turnover is the movement of employees id ant of the boundaries of the
organisation ... the permanent withdrawal from Wk situation” (Nelet al., 2004:
551). According to Pricet al., (2007: 51), “turnover occurs when an employeedea
a specific job or organisation permanently andhieisservices are no longer available.
As a result of turnover, a new employee must bediirConsequently transfers are not
considered as labour turnover. (Pretal., 2007: 51).

One of the most important drivers of a company’swgh and productivity is the
guality, availability and stability of its employggChiboiwaet al., 2010: 2103).
Chiboiwaet al., (2010: 2104) defines retention as “a voluntary enby an organisation
to create an environment which engages employees kang term”. Chiboiwaet al.,
(2010: 2104) iterates that one of the main reagonsetaining employees is to stop
competent staff from leaving the company. Howetfethese employees do leave, it
can have a profound negative effect on productatgt profitability. Retention is about
those policies and practices that “encourage amatermpositive working conditions and
an environment that encourages employees to stdy tie company in the longer
term.” (Martin, 2010: 233). Employee retentiorilsgmains one of the more critical

matters in any organisation. Companies become asorgly dependent on the top
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performers for achieving a competitive advantage surcceeding in adapting to market
changes (Chiboiwat al., 2010: 2104-2105).

According to Greenhaus and Callanan (1994, citdcessner and Akdere, 2008) career
management is defined as “a dynamic process inhwihiividuals gather information
on their own likes, dislikes, strengths, weaknesaed on the world of work; develop
obtainable goals; develop and implement stratetgiechieve these goals; and obtain
feedback to promote decision making.” This defomtiassumes that the individual is
responsible for managing his or her own decisiond development. Previously
organisations took a more paternal view when it e&am career management and
assisted employee as he or she made decisionsdhét impact his or her career. The
definition by Greenhaus and Callanan (1994 citetdaasner and Akdere, 2008) does
not suggest that “an individual must advance withim organisation for career
management to take place, but does require thaeri@oyee continually improve
through goal setting and personal and professideatlopment”. (Lessner and Akdere,
2008)

To be successful in one's career, employees todag to balance the relationship
between their desire for career growth and thefitudes toward their current
organisations. Organisations that provide mechasni$on employee career growth

create a mutually beneficial relationship with tremnployees (Tswet al., 1997:1095).

The impact of turnover on businesses is considerdtave a direct and indirect effect
on costs of that company, where the cost of tumoae range anywhere between 50
and 150% of an annual salary (Loquercio, 2006: ZWp sheer lack of employees’
continuity in these cases can result in high cipstee induction and training of newly
appointed employees. One other challenge that sarisethat of organisational

productivity, which is a direct consequence of twer (Sionget al., 2006: 231).

Employees leave their current jobs for a numbereafsons, the most common are:
retirement, dismissal or voluntary resignation. if#®rton, 2004: 372). Businesses
invest much in the training, developing, maintagnend retaining of their employees
within the organisation. Therefore, managers neezhsure that the cost of employee’s

turnover is kept to the minimum. (Kadam, 2012: 127)
“The most important contribution, to make a diffece in the job market and working
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2.2

conditions in the business world today, is a ma&da committed, innovative and
highly productive human resource” (Aydogdu and A#ik2011: 44). The world of

today is characterised by changes and advanceshnalogy, where the primary need
is to address the gap in staff satisfaction, oggtional commitment and work itself.
The success, survival and competitive advantagangfcompany depends highly on
staff commitment, supporting an individual's cobtrdions, and developments to

ensure their participation (Aydogdu and Asikgil12044).

DEFINITION OF TERMS

2.2.1 Turnover
“Labour turnover is the movement of employees id ant of the boundaries
of the organisation ... the permanent withdrawainfithe work situation” (Nel
et al., 2004: 551). According to Priat al., (2007: 51), “turnover occurs when
an employee leaves a specific job or organisatiermpnently and his/her
services are no longer available. As a result wfdver, a new employee must

be hired.” Consequently transfers are not consetasdabour turnover

Turnover can be classified into voluntary turnowehich is related to
organisational factors, such as remuneration, ptiom®, work challenges,
leadership work opportunities or individual factsach as ill health and
further study (Price, 1977; Wanous, 1979, citehmang and Chang, 2008:
164).

Involuntary turnover relates to the dismissal of employee (Price, 1977;
Wanous, 1979, cited in Chang and Chang, 2008: M@luntary turnover can
be further classified into functional turnover taig to the negative appraisal
of the employee by the company (Chang and Char@:264). It happens at
times when the organisation wishes for employedsdwe the business, and
the employee also wishes to leave (Chang and Chao@8: 164).
Dysfunctional turnover relates to the positive agal of an employee by the
company as the organisation wants the employeernmin in the business;
however the employee still exits the organisati@hgng and Chang, 2008:
164).
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2.2.2

Retention

One of the most important drivers of a company®agh and productivity is
the quality, availability and stability of its enaylees (Chiboiwaet al., 2010:
2103). Chiboiweet al., (2010: 2104) defines retention as “a voluntaryweno
by an organisation to create an environment whiuliages employees for a

long term”.

Chiboiwa et al., (2010: 2104) iterates that one of the main readons
retaining employees is to stop competent staff fleaving the company.
However, if these employees do leave, it can hapeotound negative effect
on productivity and profitability. Retention is aliothose policies and
practices that “encourage and create positive wgrkionditions and an
environment that encourages employees to stay thighcompany in the
longer term.” (Martin, 2010: 233). Employee retentstill remains one of the
more critical matters in any organisation. Compariiecome increasingly
dependent on the top performers in achieving a etithe advantage and to
succeed in adapting to market changes (Chibetvah, 2010: 2104-2105).

The labour demand and retention of key and talerdgetployees are
challenges, not unique to South African businefSesst, 2002 cited in Roodt
and Kotze, 2005: 48).

Frost (2003, cited in Roodt and Kotze, 2005: 48}her highlights that in
South Africa, these challenges are worsened byr ddmors, namely; the
emigration of top labour resources to countriegraffy better conditions is
taking place at an alarming rate. An oversupplyuoskilled labour and an
under-supply of skilled labour, the relative scgrcof specialist and
managerial employees. A national drive to addressl@yment equity, which

is fuelling the war for talent among people fronsideated groups.

Johnson (2002, cited in Roodt and Kotze, 2005: st&)es that in order for
South African business to succeed there are vigfifions available such as,
to become and remain an employer of choice thusrbieg a “talent magnet”
that is able to attract and retain people withrdguired profile. “To develop,

retain and efficiently utilise the employer’s exist talent pool”.
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2.2.3

Factors of Turnover and Retention
The following section will focus on those factorat can lead to employees
exiting their current employment, as well as thestncjommon reason why

employees remain within current career paths.

Data derived from exit interviews within Eskom (kebe, 2013), has
highlighted factors as pertinent to why individuldave the business, which

are:

Career Development

Remuneration

Leadership / Management Style

Job Satisfaction and Meaningfulness

Organisational Climate

O O O O o o

Work and Personal Needs Imbalance / Family rea@@msonal Factors)

Riggs and Rantz (2001: 45) conceptualised staghnt&tn as a function of the
intersection between sets of financial, organisetio work role / job

satisfaction and individual / personal factorsgapicted in Figure 2.1.

FIGURE 2.1 CONCEPTUALISATION OF STAFF RETENTION.

ORGANIZATIONAL
FACTORS

STAFF ‘

FINANCIAL \ y

FACTORS | RETENTION

WORK ROLE
FACTORS

INDIVIDUAL
FACTORS

Source: Riggs and Rantz (2001: 45)
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2.2.3.1 Career Development:
Increasingly, individuals do not mentally and plogdly attach themselves
to one-single firm, regardless of the conditionshim which the company
operates. Instead, job mobility has been heightemadking the possibility
of career change and job mobility a common phenaméRousseau, 1998:
218). Career development goes beyond the mereeiprpmotion reward,
it includes factors such as improving skills, pmapa for the future and
maintaining existing skills. Firms, who have a pmemt and successful
career development program, can see that investpagimg-off as it leads
to improving employee performance, exposing salgsieeto corporate
culture, reinforcing key values, assisting salepfeem career advancement,
and providing employee perks (Yaeal., 2012: 845).
In today’s business world individuals go throughaaray of different career
paths in similar or other industries. In order &or individual to be highly
successful in a job, they need to have a relatipnisétween an improved
career path and the relationship with their curremployer (Weng and
McElroy, 2012: 256). An improved career path is aod) determiner of
“employee—organisational relationship” (Weng andBifay, 2012: 256).
However, one would expect that “any relationshipsMeen career growth
and employee outcomes would depend on whether thplogee is
committed to pursuing a career, rather than sinhplgling down a job, in
the first place” (Weng and McElroy, 2012: 256).

Ko (2012: 1006) terms “career” as explainable bfemng to it as “a
sequence of jobs held by an individual in his ar lifetime; or a series of
job outputs performed over time; or as a patterqolofexperiences covering

the life of a person”.

(Weng and McElroy, 2012: 257) mentions the thedryneet expectations”
which indicates that an individual's attitude anehdwviour to be the
consequence as to the level to which expectatienmat within a company
(Weng and McElroy, 2012: 257). According to Chath§99: 1257-1258),

staff who strive to grow in their career, expedhsr growth opportunities
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within their own environment. If such an employeeeats his or her
potential for growth within the organisation, suamh employee is likely to
stay with that company. However, failure to achig¢kat promotion will
automatically lead staff to seek alternative joBareer growth prospects
are as encouragements within the “framework of psychological
contract” indicates that these incentives are pieyiby the organisation,
the employee responds by giving more to the orgdiniss goals (Chang,
1999: 1258).
The results of a study done by Weng and McElroyl22(®62) shows that
employee’s whose expectations are met and theyctumdogical contracts”
therefore infused, can result in a more psycholigattachment to their
organisation, and are therefore less likely to.gxdr example, “career goal
progress, reflects the association between onggicgoals and one's current
job. If this association is strong, one becomesensarcio-emotionally linked
to their employer, which decreases their inclimatio look elsewhere for
work” (Weng and McElroy, 2012: 262). This is a sigoelement of Turnover
in Career Development, as it highlights the impactaof having a congruent
relationship, between employer and employee.
“Professional ability development”, can be expldires the degree to which
an individual can learn new skills in one's currerganisation, which results
in working there seeming more attractive. (Weng duElroy, 2012: 262).
Finally* the finding of a negative relationship eten organisational rewards
and turnover intentions may also be explained @ ittea that receipt of

rewards leads to increased commitment” (Weng anElidg, 2012: 262).

2.2.3.2 Remuneration

Remuneration satisfaction is the main concern tth lemployees and
employers. Remuneration is important as it saiséieonomic needs. The
importance of employees being happy with their gyundamental to
relationship building as this may impact their tattes and behaviours
(Singh and Loncar, 2010: 470). In the service seetoployers spend as
much as 70-80% of their annual budget on wages lmrkfits. This
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concern has far reaching implications for the snatality of an
organisation, if it's not possible to ensure deceaturns on their
investments (Singh and Loncar, 2010: 470). Singhlaoncar (2010: 470)
echoes furthermore that a company’s reward sysseronnisidered by many
as a strategic tool to ensure the alignment ofrttexests of employees and
management, in order to improve the firm’'s perfanoe For many
employees, turnover is a major concern due toithe and monetary value
involved in addressing the issue. In the event mfemployee exiting
employment, the organisation is forced to spendcscaesources; both
money and time, to either replace the staff memndrea/low others to cover
the work (Singh and Loncar, 2010: 472). If empkxyeerceive being
underpaid, the employer may restore equity by msirg pay, benefits,
promotional opportunities, job security and offettbr working conditions.
Employees, at times have limited to no influenceét@outcomes, resulting
in them quitting their jobs after trying and ultitaly failing to restore
equity (Singh and Loncar, 2010: 472)

Remuneration must be planned for by companies. ifblades remaining
competitive not only within the private sector al$o in the public sector
(Doll, 1983: 76). Doll (1983: 76) goes further ahighlights that it is of
fundamental importance to inform staff , more sni@es in the company
that it can be financially beneficial to stay iretbompany. The example
used by Doll (1983: 77) is that when a staff menibaves at a managerial
level versus the senior level, he or she will ggbramotion with more

compensation.

Remuneration is viewed as a “lower-order, hygieeedy it is important to
maintain adequate remuneration levels”, among higarformers

(Winterton, 2004: 377). “For most individuals threality of an instrumental
attachment to work necessitates sufficient rewardnaintain the cash
nexus irrespective of the ideology and idealisnp®fchosocial motivation
theories” (Winterton, 2004: 377). Equity theory @kds: 1963: 423)
highlights the fact that “relative perceived treatrhis important, and where

the individual's outcome-input ratio compares fanadly with their
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2.2.3.3

perception of other people’s, they experience gguieeling properly

rewarded in relation to others”.

Allowance increases, though often used, are on¢hefleast effective
operational retention approaches. For example: UAésg you have a
diverse employee population, what's attractiverie group may have little
appeal to another. Retirement benefits, while saiévwo older employees,
may mean little to recent graduates” (Numeebfal., 2004: 18). “When
benefits are structured to meet the needs of ympi@/ee population base,
they’re an important part of the retention mix. Bateful thought into this.
Benefit change-decisions, because, like compemsatince changes are
made they become “de-motivators” if they're latemoved” (Numerokt
al., 2004: 18).

Leadership and Management Style

Corresponding turnover trends are directly propodl with good
governance and an excellent transformational lshierstyle. Research
shows that staff's intention to leave is more diserelated to managers or
supervisors than co-workers (Hayes al., 2012: 889). Hayest al.,
(2012:889) states that managers must be greatrieatieeir visibility is of
cardinal importance, effectively liaising with theemployees and their
willingness to provide praise and recognition whéres needed most.
Supportive management also involves the promoti@ommunication and
being part of a team (Hayesal., 2012: 889).

Furtodo et al., (2011: 51) focuses on research which shows thateso
“leadership qualities are implicated in greateisattion and this can be
translated as the reduction of turnover intentioithis implies that
managers can correctly make the assumption thatuovever is equal with
an efficient organisation, and yet we need to teflthis linear approach,
and take into account that this marvel should idela focus on who is

moving away from the company and not only on tlegdiency by which
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employees exits, workforce stability is an impottamriable that can

explain turnover.

For long-term sustainability, success and improveténtion is mostly
achieved by utilizing several leadership stylesyal as transformational
leadership (Forest and Kleiner, 2011: 256). Imprgvimorale among
members of the organisation, can guarantee imgre/eecision making as
it will reflect the common goals of those in thengmany (Forest and
Kleiner, 2011: 256). To share in the picture lté tompany’s vision and
its purpose can release creativity and pride withifForest and Kleiner,
2011: 255).

The high level of integrity, accountability andstfulness of leaders of any
organisation is imperative. The matter of trusgrgunded in the belief that
the company’s leadership are individuals that avaelkt and lead with
accountability and integrity (Forest and Kleined12: 255). When staff and
the company’s values are paralleled and they stieresame values, the
bond between management and employees is strolegdis to a decrease
in conflict and the vision and mission of the ongation are taken to the
core of the business. The leaders in a company teeadt consistently. It
must be part of their being. The value system a@fua leader must not
“waver with the tide but rather remain steadfast tbe values of the
organisation” (Forest and Kleiner, 2011: 255). Stafed to be assured that
they can wholeheartedly depend on their seniorgsetoain focused and
steadfast in achieving the goals of the companys Thevident in cases
where the leader’s core value system is in lindawhe mission and vision
of the company Organisations that are successfateskthe same core
values, which includes an open and honest commtimncdetween its

employees (Forest and Kleiner, 2011: 255).

Burns (1978, cited in Forest and Kleiner, 2011: )25%ates that,
“Transformational leadership appeals to the moadlies of followers in an
attempt to raise their consciousness about etligsales and to mobilize

their energy resources to reform institutions”.

40



2.2.3.4

Forest and Kleiner (2011: 255) reiterates the thet transformational

leaders are known for “empowering their employess fmstering a sense
of commitment to an organisation as well as enagiogacreative input

from their staff”. The methods this leadership tyses include: “delegating
authority to others; developing employee self-cdefice and skills;

creating self-managed teams; providing accessl| tihv@ldata necessary to
complete the task; eliminating unnecessary conteoigl building a strong

culture” (Forest and Kleiner, 2011: 255).

Job satisfaction

Ko (2012: 1005) indicates that job satisfaction bast be described as the
feelings staff have regarding their careers. therefore a function of the
perceived relationship between the employee’s datiea on his/her
career and the actual staff input receives front taeer, it therefore
directly links to the value and importance that tayees attribute to their
careers. Job satisfaction is an “attitudinal mealswhich measures the
views of past experiences and rewards to theireatiview of a job. Job
satisfaction measures include intrinsic and extisatisfaction. “Intrinsic
satisfaction is determined by achievement, indeproel and variety, while
extrinsic satisfaction includes pay, promotion,atieinships with co-

workers and working conditions” (Ko, 2012: 1005).

Voon et al., (2011: 26), too states “that job satisfactions havo
components; intrinsic (here referring to work itselnd extrinsic
(dimensions of the work external to the task i)sgb satisfaction”. The
working conditions are the environment of employm&hich encapsulates
the relationship with management functions, mentpsystem and others.
Organisations which have insufficient work condigp unconstitutional
managerial practices and inadequate staffing wiimately affect staff
turnover as well as the view the employee hasabtiganisation and work.
To retain key employees in the business, remaiostiaal issue for any

business. Companies heavily rely on their top tai@ensure a competitive

41



advantage and to ensure the staff adapt to mahatges (Chemrt al.,
2011: 159). Chemt al., (2011: 159) says that employee turnover theories
have been highlighting the fact that job satistattplays a vital role in the
process. In particular, the most common theme iinoteer theories is the
notion that job satisfaction directly and also riagdy relates to staff’s

intentions to leave their employment (i.e., turmowentions).

Job satisfaction plays a key role for the subjectivell-being and is a
crucial factor for labour market outcomes. “Greamployee well-being is
associated with better job performance, lower alestsm, and reduced job
turnover, and is therefore of particular interest firms and other

organisations” (Kaiser, 2005: 1). One of the mastsistent findings in

empirical labour economics is that of a large armghiScant difference

between men and women's pay. Estimates of the ghtite pay of women
to that of equivalently qualified men doing the satype of job have
ranged from 94 to 49%, with a recent estimate d#%80here is also
extensive evidence that women's jobs are worse tham's in terms of
hiring and firing, job content, promotion opporties and sexual
harassment. Even so and despite their higher lefeteported stress in
their life, women consistently report higher joltisfaction scores than do
men (Clark, 1997: 342)

The theoretical distinction between intent to stay job satisfaction, is that
job satisfaction is an “employee attitude, andnht® stay is a behaviour”
(Debisette and Vessey, 2011: 20). In organisatiditatature, models

regularly stipulate “job satisfaction as an intenwg variable between
work-related, organisational and individual fact@aad intent to stay”

(Debisette and Vessey, 2011: 22). According to i@ekt al., (2000: 4) a

number of factors have been linked to job satigfadincluding autonomy;

respect and recognition; social integration; streswl organisational
commitment; communication with supervisor and managecognition;

routinization; communication with peers; fairnesscus of control and

finally management style.

42



2.2.3.5 Organisational Climate
Research indicates that the culture and climaténeforganisation directly
affect an employee’s career decisions (Van Vian20Q0; Young &
Hurlich, 2007 cited in Parzinget al., 2012: 39 ). This alludes to the fact
that staff with a perfect fit into the culture aglimate of their company, are
less likely to leave the company and search faeréditive employment
somewhere else. In return, the culture and theaténof an organisation is
highly affected by the leader of that company, slom, or department. The
capacity of leaders to recognize contextual elemerdst important to job
satisfaction and turnover can reduce many probl@ngssave money (Van
Vianen, 2000; Young & Hurlich, 2007 cited in Paxgmet al., 2012: 39).

Svyantek and Bott (2002, cited in Parzinggral., 2012: 40). Defines
organisational culture as a “set of shared valued morms held by
employees. These values and norms guide interactwith peers,

management, and clients”. Organisational climate, te other hand,
represents “employees’ perceptions of organisaltipolcies, practices and
procedures that support creativity, innovationesabr service”. Svyantek
and Bott (2002, cited in Parzinget al., 2012: 40) “Climate might be
considered a manifestation of culture” and “the egphere created by the
established norms and perceptions can impact avidodl’s level of job

satisfaction and intentions to leave the orgarogati

Young and Hurlich (2007: 176) developed a model “pkerson-
organisational fit based on gender theories, geadactment, person-group
fit and person-organisation fit". They advocate tthageviations from
accepted gender-related behaviours can lead tesstned lower levels of
self-efficacy, while also influencing career deesisimaking. Young and
Hurlich (2007, cited in Parzinget al., 2012:39: 34) state that in a study by
Van Vianen and Fischer the link between gender, itonb and
organisational culture preferences was highlightkd.this research a
“feminine dimension of organisational culture wagsemtionalized with

three scales: positive feedback, peer cohesionparittipation. Masculine
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2.2.3.6

dimensions of organisational culture were also af@nalized with three
scales work pressure, effort, and competition. @ewulifferences in culture
preferences were found for lower-level employeas,not for employees at
management levels. In general they found that, @memore feminine-
oriented organisational cultures, managers hawively high masculine
culture preferences compared with other employees the same
organisation. There is as much controversy over dedinition of

organisational climate as there is with organiseticulture”.

Organisational factors affecting staff retentioclide the administrative
structure and personnel policies of the companye,csupervision, and
communication. For example, “nursing homes retairaditional
bureaucratic structures in which the focus is omaridard operating
procedures” and “control that is concentrated attdp.” (Riggs and Rantz,
2001: 45). This form of organisational structureynmaquire an expected
work environment. It is not favourable to flexilyi “Open, flexible
organisational structures contribute to the committn satisfaction, and
retention of employees to the degree that they detrate support for
individual workers” (Riggs and Rantz, 2001: 45)h&8ed participation in
decision making, equity in implementation of pa&, access to formal and
informal support systems, effective interpersonalationships and
supervision, and multi-channelled open communicataze all factors
shown to relate to staff retention and that wowd@iree the nursing home as
a “relational community (Riggs and Rantz, 2001:47)

Personal Factors

Ali Shahet al., (2010: 169) highlight personal factors such asilfaissues,
health problems, education of children and socistatus as causes and
contributors to high turnover intentions among ewgpks. Another
important factor which was highlighted by the authamamed: “Job-
Hopping”, can also lead to an increase in turnovars is mainly the result
when there is a labour shortage being experiennddaasurplus of labour

available, which causes employees to move to andtiie for better
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remuneration. There is also an “understanding lieéieve that employees
“job-hop” for no apparent reason or just for tha @f it and also to improve
their resumes in many instances. For example flanseamber hears that his
colleague or family member has done so, and théshbalecides to do the
same” (Ali Shalet al., 2010: 170).

To keep jobs attractive, “the overall goal shoukltb restore and protect
the attractiveness of certain careers as an odoupddr all potential
applicants.” (Cangelost al., 1998: 29). The factors include: “The variety
of daily work; the support and friendship of coliea; the ability to fit
work around social responsibilities; Opportunitfes learning, Diversity
and promotion.” (Wilson, 2006: 32).

Doll (1983: 80) emphasizes retention factors asy to spread overtime
around so that it isn't too heavy on a few pedjpleexample offer the staff
an overtime bank, whereby they would be paid insdaff during slack

periods in lieu of pay for overtime”; offer staffratning on time

management, in order for them to manage their waoke efficiently; hire

interns during the busy periods, to assist stadoll, 1983: 80) and hold
events for employees and spouses to interact d fuoctions, picnics or
outings, dinner dances, so they can socialize n@@ceasionally endeavour
to “reward staff members who are putting in theitoldal time, perhaps
with dinner on the firm. Get staff involved in peskional organisations”
(Doll, 1983: 80). Make staff aware that all themfessional time doesn't
necessarily have to be spent in accounting andiagdiut that there are
other activities which are rewarding, enriching amgjoyable (Doll, 1983:

80).

2.2.4 Retention Strategies
Yang et al., (2012: 839), many studies have been done onistee of industry
turnover, many businesses perceives the problempadsof the nature of certain
industry operations. However, other businesses badertaken the development of

solid retention strategies, such as “Human Ressuvtanagement (HRM) strategies,
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internal marketing strategies, and knowledge raienstrategies. The former two
strategies serve to enhance employee job satfaethile the third strategy could

reduce the loss of organisational knowledge dwetployee turnover”.

HRM Strategies

HRM strategies include intrinsic rewards, trainingreer development, compensation
policies and inter-departmental transfers (Yang., 2012: 839). In addition, Yarej
al., (2012: 839) emphasised that a “selective hipngcedure is important to retain
talented employees.” “Realistic job expectationsuddomitigate employee turnover
caused by psychological issues for first-time woski@ the industry, to supplement
the “above tactics by promoting a facilitating amwd/mentoring system where
newcomers are assigned a facilitator and/or methtong the assimilative stage of
their employment with hotels. This could enable reaployees to adapt to the work

environment without uncertainty” (Yaregal., 2012: 839).

Internal Marketing Strategies
Yang et al., (2012: 839) indicated that internal marketingatgigies in many studies
found to motivate employees and to increase thar gatisfaction, reducing the
turnover rate. This included:
 Management support for employees and encouragenfestaff to
adopt market-oriented behaviours,
* An increase in education and training to enharaf skill levels,
* More efficient internal communication and coordioat
* Integrating Marketing with human resource to mamtand reward
employees for hard work, and
» External marketing communication.
The needs of staff are satisfied through trainimgtivation and education, hereby-
empowering employees to share in the organisativelopmental objectives and

enhancing performance and improvements in senateeaty.

46



2.2.7

2.2.8

Knowledge Retention Strategies

Knowledge management supports the understandingfthanover rates cannot be
declined, engaging in strategies such as shariogvlietige, organisational learning,
and socialisation can result in a decrease the dmpfiemployee turnover on the
company’s performance (Yang al., 2012: 839). By sharing the process, shared
knowledge can be achieved by effectively commumgaand giving feedback. As
the company’s knowledge of operations is enhanced r@tained, a continuous
learning-sharing process, is nurtured. “An ideahate for enhancing organisational
learning would be organisational support at thekgamyup level and leadership in
mentoring and facilitating roles, along with posgtiindividual attitudes to learning
and sharing (Yangt al., 2012: 840). Such a workplace climate allows piggtional
members to feel free and willing to share during ¢ntire working day” (Yanet al.,
2012: 840).

Other factors given by Ongori (2007: 52) include rkforce optimisation, the
company’s success in increasing and capitalisinghenperformance of the staff by
looking at crucial and essential processes forimgettvork done, giving suitable
working conditions, taking accountability and emyhg the right individuals would
definitively help to keep staff in their busine3$ie importance of understanding the
factors, which influence recruitment, motivatiordartention of employees, is further
underscored by rising personnel costs and higls rateemployee turnover. Ongori
(2007: 52) highlights that “with increased compegihess on globalisation, managers
in many organisations are experiencing greaterspresfrom top management to
improve recruitment, selection, training, and rétenof good employees and in the

long run would encourage employees to stay in asgéons”.

Conclusion

Reading through the literature, accumulated thraughy, many years of research, it
is of cardinal importance to iterate at this statpat the information available on
turnover and retention is both vast and extensivelgearched. The field of
organisational turnover and retention are very wetlunded in academic literature

and up to date with current trends and viewpoints.
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The literature highlights to a significant degrke tlisruptive and costly nature caused
by turnover in the modern workplace. The fact thaiployers nowadays need not
look at profit in isolation, but more on managingpse relationship within the

business that ensure a positive profit margin msues. Staff turnover is a game-

changer in today’s business worlds.

Elements such as job satisfaction highlights thet that individuals who want to
grow in their careers, remain within a companyhiéit career growth becomes a
reality, while those individuals who do not havega aspirations fulfilled, will leave
the organisation, in order to seek other employmdrere these dreams do become a
reality. Remuneration satisfaction remains a powerétention tool for business
however research shows that it is actually notngsortant as organisations want to
believe it is. Job satisfaction on the other halagia vital role in turnover theories as

it directly and also negatively relates to staifieentions to leave their employment

In this research study, elements such as job aetish, remuneration, organisational

climate, management and leadership styles and qedriaxtors were explored.

Further to this study are retention strategies, dlumesources management, internal
marketing and knowledge retention strategies waglelighted. These factors provide
organisations with vital tools which, if implemedt successfully, can be highly
beneficial to eradicate the effects of turnoverthe workplace, and can ultimately

lead to organisations creating a competitive achget

Veracity, compassion and trustfulness in leaderghgny organisation is imperative
and of cardinal importance in order to achieve mpetitive advantage. This element
of trust is based on the belief that the compaigeslership are individuals that are
honest and lead with accountability and integrity. collective partaking in
organisational decision-making, fairness in ex&cutiof policies, effective
interpersonal relationships and supervision actestrmal and informal support
systems, and open communication are all factorassho relate to staff retention in

any organisation.
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Although the viewpoints of authors on turnover amdention in this study is
somewhat extensive, it should however be notedthi®atist is not exhausted. More
extensive research studies are needed, pertaipiegifisally to the South African
context and background. Such studies must highlightmain reasons, effects and
possible solutions for why such a diverse groupndiividuals, all with different
cultures, race and social background experiencewer in the workplace and what is

being done to retain these employees in the wockpla
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SECTION 3 — DESCRIPTION OF RESEARCH METHODOLOGY

3.1 INTRODUCTION

The format of the research paper is that of an uatain Research paper. According to
Ritchie and Lewis (2003: 29) “Evaluative researslconcerned with issues surrounding how

well does it work”.

3.2 OBJECTIVES OF THE RESEARCH

Of interest in this study was to explore the maiotdrs that affect the intention of Eskom

employees to either remain with or leave the eniszp

Objective(s):
» To ascertain the factors which lead to turnovemhinitthe Eastern Cape Operating
Unit.
* To investigate which factors will assist in theergion of in the Eastern Cape
Operating Unit.
 To design a document which states the main faatdneh lead to turnover and

possible retention strategies to assist staffénBastern Cape Operating Unit.

3.3 METHODOLOGY

Post-positivist research will be conducted whickesrchers believe will assist in reaching a
full understanding, based on experiment and obtenzaConcepts and knowledge are held
to be the product of straightforward experienceerjpreted through rational deduction (Ryan,
2006:13).

The dominance of positivist assumptions about rebdaas at least two effects. First, it leads
people to assume that if social research is doopeply it will follow the model of the
natural sciences and provide a clear, unambiguoad to the causes of certain social or
psychological phenomena (Ryan, 2006:13). Some as#oan it can predict social trends and

can even be used to control events. It was at one assumed that positivist-empiricist
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modes of enquiry could produce a science of sociEfys assumption was in turn made
possible by the assumption that there were onewo-torrespondences between social
phenomena and their causes. Most people rightlgt teessumptions about causes with
caution, recognising that it is rarely possiblestmw a direct cause for some aspect of the
social world. But even when people recognise thaptexity of social phenomena and the
difficulty of pinning them down in a scientific wayssumptions may persist about how

research should be carried out. (Ryan, 2006: 14).

3.4 POPULATION AND SAMPLE SIZE

The population of this study is all the Managestdff of the Eastern Cape Operating Unit.
Babbie and Mouton (2006: 124) defines populatioa &a aggregation of elements from
which the sample is actually selected”. “The stumhject may be individuals, groups,
organisations, human products and events, or tinglittens to which they are exposed”
(Welman and Kruger, 2003: 46).

Sampling, according to Panneerselvam (2004: 198 process of selecting a subset of ran-
demised number of members of the population otidysand collecting data about their at-
tributes. The limited members of the populatioresed for sampling are called sampling
units. Based on the data of the sample, the anaiylsiraw inference about the population”.
The sample population will consist of all the Maeagl staff of the Distribution Division of

the Eastern Cape Operating Unit, which relateghbifidividuals.

3.5 DATA COLLECTION

The “Retention” questionnaire (Appendix 4.2) wastibuted to the sample size as
determined in section 3.4 above. All participanesravrequested by email to complete the
questionnaire in their spare time. The average tiomeomplete the questionnaire was 20
minutes. This was determined by the researcheredlsas 2 colleagues in the researchers
department completing the questionnaire beforeag gent out to the sample size selected.
All completed questionnaires were stored on anirmm-dlata repository (Google Drive). The

data was extracted by the researcher and analyiisshg Microsoft Excel (2010).
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3.6 THE INSTRUMENT

The instrument used was similar to that used byiMdesle Mrara in his 2010 thesis titled
“An Investigation of Turnover and Retention FactofdHealth Professional Staff within the

Eastern Cape Department of Health”. The instrumerst slightly modified by the researcher.

The questionnaire consisted of 2 sections viz.
» Section A - seven biographical questions.
» Section B — 52 questions broken up into four suftises which examine factors
related to staff retention and turnover viz.

0 Section B1 — thirty question on factors that woulfluence an employee’s
decision to stay or leave the organisation. It wfaa Likert scale format and
the respondents were asked to rate their levelgoéeament with certain
statements on a scale of 0 — 10.

0 Section B2 — three questions on external factoet thay influence an
employee to leave. It was of a Likert scale formuadl the respondents were
asked to rate their level of agreement with cersé@tements on a scale of 0 —
10.

0 Section B3 — nine questions on the employees iatenb quit. It was of a
Likert scale format and the respondents were askedate their level of
agreement with certain statements on a scale of.1 —

0 Section B4 — ten questions on how to manager stafintion. It was of a
Likert scale format and the respondents were as&edate their level of

agreement with certain statements on a scale df@ —

3.7 DATA ANALYSIS

Information gathered was stored in an electronita d&pository (Google Drive). The
information was extracted and analysed using Mumfto&xcel (version 2010) with the

following objectives:

* To determine the main turnover and retention factmpacting the organisation.

* To identify any differences in the mean scores agabturnover and retention factors.
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» To test for correlation between sections B1 andeB3yell as sections B1 and B4.
* Given that the results of the data analysis higitéid factors (turnover and retention)
that were internal to the organisation, no analygis completed for section B2 of the

guestionnaire as all the questions in B2 werertgstkternal factors.

3.8 ETHICS

Permission to conduct the research was obtained fre General Manager of the Eastern

Cape Operating Unit (see Appendix 4.4).

The researcher has ensured that all respondents:

. Had given their informed consent.
. Had a holistic understanding of the nature of theys
. Had a full understanding of their requested involeat in the research.

The researcher also ensured that, the onlineiqoaaire was completed in a safe and secure
environment i.e. In the respondent’s respectifices or workstations. Confidentiality and
anonymity was guaranteed. The respondents wereeqoired to input any personal data on
the questionnaire (i.e. Name and or Employee numbBata gathered will not be shared

with management at Eskom, only results of respondébe shared.

3.9 LIMITATIONS AND CONCLUSION

The main focus of the study was managerial stafEskom based in the Eastern Cape
Operating Unit. The reason for choosing this specample was that all managerial staff
have access to laptops, thus they were able to letenihe questionnaire anywhere and not

only the office. Also most of the managerial staffuld have a tertiary education.
The researcher is of the belief that further stidieould be undertaken with managerial staff

from the eight remaining Operating Units. This sémpill have a larger base and assist in

identifying trends across the organisation.
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APPENDICES

4.1 QUESTIONNAIRE EMAIL

Dear Colleague
Re: Invitation to participate in research study

You are invited to participate in my MBA researthdy entitled “An empirical study on

staff turnover and retention within Eskom: East€ape Operating Unit.”. The aim of this
research is to explore the main factors that dextifig the intention of Eskom employees to
either remain with or leave the enterprise. Youtipg@ation and cooperation is important so
that the results of the research are accuratelygyed. This questionnaire is being sent to all
Managerial employees (M, P, S & G bands) withinEastern Cape Operating Unit.

The research will be undertaken by completing antsdnic survey. This is accessed by
clicking on the link below. The data to be colletfeom this research will be stored in a
repository to be statistically analysed by mysali &ater used for publication. Your identity
and that of your institution/department/site wil treated with complete confidentiality. The
questionnaire will require about 20 minutes of ybmne to complete, as there are only 59
guestions that need answering. Please read eastiaquearefully. All answers will be
captured and treated as anonymous and will berefacally collated to form the data base of
the research.

While participation in this research is voluntandayou will be able to withdraw at any stage
should you feel the need to, | encourage you topteta the survey as it may be helpful to
the organisation and you. It is also hoped thasthdy will also play a significant role in the
contribution to the academic knowledge on thisdopi

Should you have any queries about the researchsgkeel free to email me at
chibbar@eskom.co.zaor my supervisor, Prof Noel Pearsé\aPearse@ru.ac.za

Thank you for your time and | hope that you wilidithis request favourable.
The Survey Link to click on is:

https://docs.google.com/forms/d/15vILZyHxXg3uVirsginseZlindaRzErPFcqHSFB64/vie
wform

Yours sincerely,
Rajesh Chibba Prof. N. J. Pearse

Research Student Supervisor
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4.2 QUESTIONNAIRE

Eskom Retention

Attached is a questionnaire designed to gain itsigh what influences employees to remain workimgEskom or leave the organisation.
It is aimed at a cross section of employees. Ehis assist in completing my Thesis for my MBA.

The aim of the research is to get your views ontwiaald influence your decision to stay or leave ¢mployment of Eskom. It also aims
to establish the practices Eskom could apply thatldvpositively affect the retention of its emplege The results will be used mainly for
academic purposes and the final report will belalé on the Rhodes University Intranet for yodoimation. A copy of the results will
also be made available to the management of Eskdhmay be used by management to reconsider Esktumsn Resource
Management policy and practises. However, the itig@sl in this questionnaire are derived fromlttezature and should not be
misinterpreted as ideas that are already partkdrEglans, or as ideas that will definitely be addp

* Required
Section A: BIOGRAPHIC DETAILS OF THE RESPONDENT

Please note that this information will be used &kengroup comparisons only and your questionnaitenat be analysed or
reported on an individual basis.

1. Ethnicity of respondent*

-

2. Age of respondent

| =~

3. Gender of respondent

T

4. Job level*

| -~

5. Length of service at your current employer (In yars and months e.g. 5 years and 2 months)

6. Highest Educational Qualification obtained*

| -

7. Division or section

| H

Section B

This section of the questionnaire examines isselased to staff retention and turnover. It is amigm questionnaire and as such
there are no right or wrong answers. You are simgryiested to answer as honestly as possible,ssipgeyour opinion on the
scale provided. It is important that you show sdifferentiation in your responses to indicate wHiattors are more important
than others. Do not take too long in deciding oaryanswer to any of the items. Usually your fiesponse is accurate.

Section B1: Factors That Influence Your Decision t&tay or Leave the Organisation

Please indicate the degree of importance of theviolg factors in either influencing you to stay enleave the employment of
your current employer or place of work. A scord@fmeans that this factor is extremely importaneiaining your
employment; while a score of zero (0) means thatf#ittor is extremely important in influencing ytmuconsider leaving. A
score of 5 means that the factor would neitheuéfce you stay or leave i.e. 5 is the midpoiris iinportant to first be clear on
what the factor means for you and then decidesoimfluence on you staying or leaving. For examptes may decide that the
public reputation of your employer is very good{ bompared to other factors, this factor does mitiénce your decision to
stay or go. Then a low score or even a score ad@dvbe appropriate. Another example is that yoy describe the
organisational culture as very formal and regulaged like this aspect of the organisation. Thew iy@y rate organisational
culture as a positive influence on your stayingl aray give it a score of 7. On the other hand, ipay not like the way the
organisation is structured at the moment and shisaking you unhappy. You would probably then ghie factor a low score,
maybe even zero (0) if you feel very strongly abibut

1. The purpose or vision and mission of the orgarasion *

0 1 2 3 4 5 6 7 8 9 10
Important Important
influence on me E E E E E E E E E E E influence on me
leaving staying
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2. The structure of the organisatiorn®

0 1 2 3 4 5 6 7 8 9 10
Important
influence on me E E E E E E E E E E E
leaving
3. The plans and changes that the organisation isplementing *
0 1 2 3 4 5 6 7 8 9 10
Important
influence on me E E E E E E E E E E
leaving
4. The organisation’s policies, systems and process
0 1 2 3 4 5 6 7 8 9 10
Important
influence on me E E E E E E E E E E E
leaving
5. The degree of fairness and consistency in the wan which policies are implemented
0 1 2 3 4 5 6 7 8 9 10
Important
influence on me E E E E E E E E E E
leaving
6. The way the organisation is being led by top magement.*
0 1 2 3 4 5 6 7 8 9 10
Important
influence on me E E E E E E E E E E E
leaving

7. The degree to which the organisation listens @oes not listen to the views and ideas of its empkes*

0 1 2 3 4 5 6 7 8 9 10
Important
infikenceonme [ [ E E E E E E E E B
leaving
8. The quality of my manager’s leadership and natwe of the relationship | have with him or her.*
0 1 2 3 4 5 6 7 8 9 10
Important
influence on me E E E E E E E E E E E
leaving
9. The way people are treated by those in leaderghpositions.*
0 1 2 3 4 5 6 7 8 9 10
Important
influence on me E E E E E E E E E E E
leaving
10. The way problems are generally dealt with by maagers in the organisation*
0 1 2 3 4 5 6 7 8 9 10
Important
influence on me E E E E E E E E E E E
leaving

Important
influence on me
staying

Important
influence on me
staying

Important
influence on me
staying

Important
influence on me
staying

Important
influence on me
staying

Important
influence on me
staying

Important
influence on me
staying

Important
influence on me
staying

Important
influence on me
staying
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11. The learning environment of the organisation®

0 1 2 3 4 5 6 7 8 9 10
Important Important
influence on me E E E E E E E E E E E influence on me
leaving staying

12. Developing myself and gaining new knowledge arsdills. *

0 1 2 3 4 5 6 7 8 9 10
Important Important
influence on me E E E E E E E E E E E influence on me
leaving staying

13. The training and development opportunities avéable. *

0 1 2 3 4 5 6 7 8 9 10
Important Important
influence on me E E E E E E E E E E E influence on me
leaving staying

14. The amount of coaching and mentoring received

0 1 2 3 4 5 6 7 8 9 10
Important Important
influence on me E E E E E E E E E E E influence on me
leaving staying

15. The amount of opportunity for personal career dvelopment and growth, including my promotion proscts*

0 1 2 3 4 5 6 7 8 9 10
Important Important
influence on me E E E E E E E E E E E influence on me
leaving staying

16 The size of my pay package

0 1 2 3 4 5 6 7 8 9 10
Important Important
inflienceonme 5 o B B LD E £ E E E O influence on me
leaving staying

17 The way my pay package is structured in terms dfs benefits (medical, pension, allowances) anddentives (e.g.
performance bonus)*

0 1 2 3 4 5 6 7 8 9 10
Important Important
influence on me E E E E E E E E E E E influence on me
leaving staying

18 The degree to which | am fairly or unfairly rewaded for my contribution *

0 1 2 3 4 5 6 7 8 9 10
Important Important
influence on me E E E E E E E E E E E influence on me
leaving staying

19 The current performance management system of th@rganisation.*

0 1 2 3 4 5 6 7 8 9 10

Important E E E E E E E E E E E Important

influence on me influence on me
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leaving staying

20 The recognition | receive for what | do*

0 1 2 3 4 5 6 7 8 9 10
Important Important
inflienceonme 5 L B B LD E £ E E E O influence on me
leaving staying

21 The balance of work and my other life pursuits ad interests.*

0 1 2 3 4 5 6 7 8 9 10
Important Important
influence on me E E E E E E E E E E E influence on me
leaving staying

22 The amount of time that | spend away from homeuk to work commitments and travelling each day*

0 1 2 3 4 5 6 7 8 9 10
Important Important
inflienceonme 5 L B B LD E £ E E E O influence on me
leaving staying

23 The amount of flexibility | have in terms of wha | work and where | work. *

0 1 2 3 4 5 6 7 8 9 10
Important Important
influence on me E E E E E E E E E E E influence on me
leaving staying

24 The amount of stress, tension and conflict | egpience in my job.*

0 1 2 3 4 5 6 7 8 9 10
Important Important
influence on me E E E E E E E E E E E influence on me
leaving staying

25 The degree to which the work environment is ei#r sensitive to or indifferent to my personal, fanmly and health
related needs"

0 1 2 3 4 5 6 7 8 9 10
Important Important
influence on me E E E E E E E E E E E influence on me
leaving staying

26 The degree to which | feel | am doing a job thaduits or does not suit who | ant

0 1 2 3 4 5 6 7 8 9 10
Important Important
influence on me E E E E E E E E E E E influence on me
leaving staying

27 The degree to which | can achieve my personal dprofessional goals

0 1 2 3 4 5 6 7 8 9 10
Important Important
influence on me E E E E E E E E E E E influence on me
leaving staying

28 The status of my job in the organisatiori

0 1 2 3 4 5 6 7 8 9 10
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Important Important

influence on me E E E E E E E E E E E influence on me

leaving staying

29 The level of significance or importance of my jo. The extent to which the results of my work affeicthe lives and well-
being of other people*

0 1 2 3 4 5 6 7 8 9 10
Important Important
inflienceonme 5 L B B LD E £ E E E O influence on me
leaving staying

30 The level of challenge and excitement of work signments in my area of expertise:

0 1 2 3 4 5 6 7 8 9 10
Important Important
influence on me E E E E E E E E E E E influence on me
leaving staying

SECTION B2: External Factors That May Influence You Decision to Leave the Organisation
There are a number of reasons outside of the workgnenvironment, which may influence a person to leatheir place of
employment. Please provide your opinion of the dege of importance of the following factors to your emaining or leaving the area

or your job. A score of 0 means that this factor isiot important at all; while a score of 10 means tht this factor is extremely
important.

31 The quality of education available for my family*

0 1 2 3 4 5 6 7 8 9 10

Not important at Extremely
all £ e e £ £ e e £ £ e e important
32 The availability and quality of health services

0 1 2 3 4 5 6 7 8 9 10

Not important at Extremely
Al C € B B8 B B E B B B OB important
33 The people who live in my neighbourhood

0 1 2 3 4 5 6 7 8 9 10

Not important at E E E E E E E E E E E IIEthFI)’EPtWaeA}{

all

SECTION B3: Intention to Quit

Finally, please give an indication of your intentia to quit, to show the degree to which you agree alisagree with the following
statements, where 1= strongly disagree and 7= strgly agree.

34 | often think about quitting my job. *

1 2 3 4 5 6 7
Strong DisagreeE E E E E E E Strongly Agree
35 | will probably look for a new job in the next year. *

1 2 3 4 5 6 7
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Strong DisagreeE E E E E E E Strongly Agree

36 | never think about quitting my job. *

1 2 3 4 5 6 7
Strong DisagreeE E E E E E E Strongly Agree
37 | am thinking of leaving the country.*

1 2 3 4 5 6 7
Strong DisagreeE E E E E E E Strongly Agree
38 | am thinking of leaving the Province | currenty work in. *

1 2 3 4 5 6 7
Strong DisagreeE E E E E E E Strongly Agree
39 | am thinking of leaving the town/city | currently work in. *

1 2 3 4 5 6 7
Strong DisagreeE E E E E E E Strongly Agree
40 | am thinking of leaving the profession or lineof work | am currently in *

1 2 3 4 5 6 7

Strong DisagreeE E E E E E E Strongly Agree

411 am thinking of leaving my place of work so as be closer to my family and friends or to be abléo spend more time
with them *

1 2 3 4 5 6 7
Strong DisagreeE E E E E E E Strongly Agree
42 If | wanted to resign this month, | expect that could easily get another job*

1 2 3 4 5 6 7

Strong DisagreeE E E E E E E Strong Agree

SECTION B4: Managing Staff Retention
Please provide your opinion of the degree of imposince of the following possible management initiates that could be taken by

your current employer to retain you in employment.A score of 0 means that this factor is not importanat all; while a score of 10
means that this factor is extremely important.

43 Clarify and communicate the organisation’s corg@urpose and guiding principles and value$

0 1 2 3 4 5 6 7 8 9 10

Not important at all E E E E E E E E E E E Very Important

44 Change the organisation structure so that it iflatter and more flexible *
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0 1 2 3 4 5 6 7 8 9 10
Not important at all E E E E E E E E E E E Very Important
45 Improve organisation systems, processes and pmidis*

0 1 2 3 4 5 6 7 8 9 10
Not important at all E E E E E E E E E E E Very Important
46 Communicate more with me about what is happeningn the organisation*

0 1 2 3 4 5 6 7 8 9 10
Notimportantatallf;,  fo E B E L £ E [ B E2  Vveryimportant
47 Allow me to participate more in decision makingand problem solving within the organisation*

0 1 2 3 4 5 6 7 8 9 10
Not important at all E E E E E E E E E E E Very Important
48 Increase my pay by 25 percerit

0 1 2 3 4 5 6 7 8 9 10
Not important at all E E E E E E E E E E E Very Important
49 Pay me more, based on my performance or contrition *

0 1 2 3 4 5 6 7 8 9 10
Not important at all E E E E E E E E E E E Very Important
50 Revise the performance management system

0 1 2 3 4 5 6 7 8 9 10
Not important at all E E E E E E E E E E E Very Important
51 Provide me with more opportunities to attend corses which develop mé

0 1 2 3 4 5 6 7 8 9 10
Not important at all E E E E E E E E E E E Very Important
52 Provide me with a clearer career development pht*

0 1 2 3 4 5 6 7 8 9 10

Not important at all E E E E E E E E E E E Very Important

This is the end of the questionnaire. Thank you focompleting this questionnaire.

[,,"32260528167¢] O 3226052816782¢
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4.3 TOP THREE TURNOVER ITEMS - ANALYSIS OF VARIANCES.

4.3.1

organisation.

4.3.1.1 Age of respondents

Question 19 - The current performance managemetdrsyof the

Anova: Single Factor

SUMMARY
Groups Count Sum Average Variance

25 years to less than 35years old 6 11 1.833 0.967,
35to less than 45years old 25 4 1.760 3.190
4510 |ess than 55years old 22 41 1.864 1.933
55years and older 11 24 2.182 2.364
ANOVA

Source of Variation SS df MS F P-value F crit
Between Groups 1.379 3 0.460 0.189 0.903 2.758
Within Groups 145.621 60 2.427
Total 147 63

Fail to reject the null hypothesis as the p-valu®05 as seen in the
table above (p = 0.903). At the 5% level of sigrafice, there is no
significant difference in mean scores across age.

4.3.1.2 Gender of respondents

Anova: Single Factor

SUMMARY
Groups Count Sum Average Variance

Female 25 44 1.760 2.190
Male 39 76 1.949 2471
ANOVA

Source of Variation SS df MS P-value F crit
Between Groups 0.543 1 0.543 0.230 0.633 3.996
Within Groups 146.457 62 2.362
Total 147 63

Fail to reject the null hypothesis as the p-valu®05 as seen in the
table above (p = 0.633). At the 5% level of sigrafice, there is no

significant difference in mean scores across gender
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4.3.1.3 Job level of respondents

Anova: Single Factor
SUMMARY
Groups Count Sum Average Variance

M/P/G/S 14,15 & 16 53 101 1.906 2.395
M/P/G/S 17 & 18 11 19 1.727) 2.218
ANOVA

Source of Variation SS df MS F P-value F crit
Between Groups 0.290 1 0.290 0.123 0.728 3.996)
Within Groups 146.710 62 2.366
Total 147, 63

Fail to reject the null hypothesis as the p-valu®05 as seen in the
table above (p = 0.728). At the 5% level of sigrafice, there is no

significant difference in mean scores across joblle

4.3.1.4 Division or Section of respondents

Anova: Single Factor

SUMMARY
Groups Count Sum | Average Variance
Business Partners (HR, IM, Finance, Commercial) 21 28| 1.333] 2.733)
14 3] 2429 1341
Wires 29 58| 2.000) 2.286)
ANOVA
Source of Variation S df MS F P-value F crit
Between Groups 10.905 2) 5.452] 2.444 0.095) 3.148)
Within Groups 136.095) 61] 2.231]
Total 147, 63

Fail to reject the null hypothesis as the p-valu®05 as seen in the
table above (p = 0.095). At the 5% level of sigrafice, there is no
significant difference in mean scores across Divisir Section.
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4.3.2 Question 6 - The degree to which the organisatgtenis or does not listen to

the views and ideas of its employees.

4.3.2.1 Age of respondents

Anova: Single Factor
SUMMARY
Groups Count Sum Average Variance
25 years to less than 35 years old 8 21 2.625 2.268
35to less than 45 years old 19 29 1.526 1.374
23 39 1.696 1.494
55years and older 12 27 2.250 1.841]
ANOVA
Source of Variation SS df MS F P-value F crit
Between Groups 9.236 3 3.079 1.905 0.139 2.764
Within Groups 93.731 58 1,616
Total 102.968 61

Fail to reject the null hypothesis as the p-valu®05 as seen in the table
above (p = 0.139). At the 5% level of significantteere is no significant
difference in mean scores across age.

4.3.2.2 Gender of respondents

Anova: Single Factor
SUMMARY
Groups Count Sum Average Variance

Male 44 91 2.068 1.646
Female 18 25 1.389 1.546
ANOVA

Source of Variation ) df MS F P-value F crit
Between Groups 5.895 1 5.895 3.643 0.061 4,001
Within Groups 97.073 60 1.618
Total 102.968) 61

Reject the null hypothesis as the p-value < 0.0%eas in the table above (p =
0.061). At the 5% level of significance, there isignificant difference in
mean scores across gender.

69



4.3.2.3 Job level of respondents

Anova: Single Factor
SUMMARY
Groups Count Sum Average Variance
M/P/G/S 14,15 & 16 54 108 2 1.736
M/P/G/S17& 18 8 8 1 0.571
ANOVA
Source of Variation SS df MS F P-value F crit
Between Groups 6.968 1 6.968 4,355 0.041 4,001
Within Groups 96.000 60 1.600
Total 102.968 61

Reject the null hypothesis as the p-value < 0.0%eas in the table above (p =
0.041). At the 5% level of significance, there isignificant difference in
mean scores across job level.

4.3.2.4 Division or Section of respondents

Anova: Single Factor
SUMMARY
Groups Count Sum Average Variance

Business Partners (HR, IM, Finance, Commercial) 24 35 1.458] 1303
Group Customer Services 7 17 2.429 1.286
Wires 31 64 2.065 1.929
ANQOVA

Source of Variation SS df MS F P-value F crit
Between Groups 7.424 2 3.712 2.292 0.110) 3.153
Within Groups 95.544] 59 1.619
Total 102.968| 61

Fail to reject the null hypothesis as the p-valu®05 as seen in the table
above (p = 0.110). At the 5% level of significantteere is no significant
difference in mean scores across Division or Sectio
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4.3.3 Question 7 - The way the organisation is beingofetbp management.

4.3.3.1 Age of respondents

Anova: Single Factor
SUMMARY
Groups Count Sum Average Variance
25 years to less than 35 years old 9 21 2.333 2.750
35t0 less than 45 years old 23 49 2.130 1.755)
45to |ess than 55 years old 27 58 2.148 1.208
13 30) 2.308 0.731
ANOVA
Source of Variation SS df MS F P-value F crit
Between Groups 0.492 3 0.164 0.111 0.954 2.740)
Within Groups 100.785 68 1.482
Total 101.278 71

Fail to reject the null hypothesis as the p-valu®05 as seen in the table
above (p = 0.954). At the 5% level of significantteere is no significant
difference in mean scores across age.

4.3.3.2 Gender of respondents

Anova: Single Factor
SUMMARY
Groups Count Sum Average Variance

Female 20 44 2.200 2.063
Male 52 114 2.192 1.217
ANOVA

Source of Variation SS df MS F P-value F crit
Between Groups 0.001] 1 0.001] 0.001] 0.981 3.978
Within Groups 101.277, 70 1.447
Total 101.278 71

Fail to reject the null hypothesis as the p-valu®05 as seen in the table
above (p = 0.981). At the 5% level of significantteere is no significant
difference in mean scores across gender.
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4.3.3.3 Job level of respondents

Anova: Single Factor
SUMMARY
Groups Count Sum Average Variance
M/P/G/S 14,15 & 16 59 128 2.169 1.454
M/P/G/S 17 & 18 13 30 2.308 1.397
ANOVA
Source of Variation S df MS F P-value F crit
Between Groups 0.203 1 0.203 0.141 0.709 3.978]
Within Groups 101.074 70 1.444
Total 101.278 71

Fail to reject the null hypothesis as the p-valu®05 as seen in the table
above (p = 0.709). At the 5% level of significantteere is no significant
difference in mean scores across job level.

4.3.3.4 Division or Section of respondents

Anova: Single Factor
SUMMARY
Groups Count Sum Average Variance

Business Partners (HR, IM, Finance, Commercial) 25 53 2.120 1.527,
Group Customer Services 12 29 2417 0.992
Wires 35 76 2171 1.558]
ANOVA

Source of Variation SS df MS F P-value F crit
Between Groups 0.750 2 0.375 0.257 0.774) 3.130)
Within Groups 100.528 69 1.457
Total 101.278 71

Fail to reject the null hypothesis as the p-valu®05 as seen in the table
above (p = 0.774). At the 5% level of significantteere is no significant
difference in mean scores across Division or Sectio
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Enquiries: R Chibba

Tel +27 43 703 2273
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