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i. Abstract

There are many leadership development programs avaithbke are aimed at
developing first line leaderd.hese programs are mainigcused on classroom and
theoretical traimg and in most cases latthe translation into operational behaviours
and actions that link to the daibperational activities.

Every conpany requires operations management to execute the operations strategy.
The operations management function can be defined as the arrangement of resources
that are devoted to the production and delivery of products and services. This
arrangement of resourga@equires a person or persons in the organisation who have
particular responsibility for managing some or all of the resources which comprise the
operations function. This person is the first line leader who performs similar roles to
top managemd, justwithin their own teams. Thus, the main responsibility of a first

line leader is to ensure that the teams (people) produce the required throughput, when
they are required to do it and at the right levels of quality, costs and safety. This
establishes a caaislink between first line leader effectiveness, team effectiveness and
oveadl organisational performancé&.his formsthe theoretical propositions of this
research.

A case study research metheds used to understand tiineoreti@l propositions and
analysed the impact of a leadership development program on overall organisational
performance in a mass services environment in a short term insurance company in the
financial services sector in South Africa. A conceptual framework was developed and
tested thragh a explanatorysingle case studwith eight embedded units (first line
leaders) across five business areas consistinigety team members. The observations

and tests were completed over a 12 month period betdawiary 2013 and February
2014, wingexplanation building and timeeries analysis tbaiques as an analytic
strategy with a mukimethod approach (using three measurement systems) to
triangulate the data sources to answer the research question.

Not only did he organisabnal performane show an improvemenin the majority of

the lusiness areas that participatedether with a statistically significant improvement
in the competenciedutit is also believedhat the conceptual framework addressed
four common mistakes that are usually madih leadership development programs,
i.e., overlooking context, decoupling reflection form real work, underestimating mind
sets, and failing to measure results.
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1 Chapter 1

1.1 Introduction

1.1.1 Background to the Problem

There are many leadership development programs availedilare aimed at geloping first

line leadersThese programs are mairflycused on classroom and theoretical tragnand in
most cases lacthe translation into operational behaviours and actions that link to the daily
operational activities.

Gurdjian et al (2014) stats ONe 6ve t al ked with hundreds of
struggle, observing both successful initiatives and ones that run into the sand. In the process
wedve i oentiofi ethef most common mistakesd

Overlooking context;

Decoupling reflection frommeal work;
Underestimating mingets; and

1 Failing to measure results.

= =4 A

Figurel - A general model of operations management ardaijns strategyPycraft et al,
2010p.24) provides a view on how operations mgement fi into the larger picture in the
organisation. Improvements, customer requirements and wmeresthe strategic role and
objectivesof operations which drives the operationsategy (Pycraft et al, 201Q. The
operations tsategy informs therocess design, the design of products & services, layout &
flow, process technology, job design and work organisédRguoraft et al, 2010.

Input resources gthrough a transformation process. These require planning and control to
deliver the productand services to the custom@pycraft et al, 2010. As the transforration
process takes place and the organisatemeivesfeedback from ta planning and control
system itlearrs of things that danot work, or things thatan be donéetter,which reqires
improvanents tooperationgPycraft et al, 2010. The operations functiodescribed above

can be defined as the arrangement of resources that are devoted to the production and delivery
of products and servicéBycraft et al, 2010) The arrangemerof resources requires a person

or persons in the organisation who have particular responsibility for managing some or all of
the resources which comprise the operations funé¢Bgaraft et al, 2010) This person is the

first line leaderThe first line leader performs similar roles to top management, just within

own teams (Mintzberg, 1989These teams use the work processes and technology of the
organisation to deliver the requirgaloducts and servicg®ycraft et al.,2010) First line
leades fall within the category of any person who is in charge of people or who direct the work
or take responsibility for thevork of others (Mintzberg, 1989

Thus, the main responsibility of a first linedder is to ensure that the peopleduce the
required throughput, when they are required to do it and at the right levels of quality, costs and
safety (Mintzberg, 198). This establishes a causal link between first line leader
effectiveness, team effectiveness and overall organisational performance.
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The pocess taunderstandhe roleand thecompetenciesequired(to produce the required
throughput)of the first line leadeis costlyand time consumingherefore it is often diluted or
disregarded by organisations to the detriment of overall orgamahpierformancgBartram
2008)

The operation’s
strategic

objectives
The operation’s
competitive

Operations role and

Operations Strategy position
strategy

Design Operations Improvement
Management Ot

Input

products Customers
and

Planning and services

resources

control

Figurel - A general model of operations management andeyations strategy Pycraft et al., 2010p.24)

1.1.2 Problem Statement

Organisationglo notalways understand the role and responsibilities ofsa fine leader, let
alone the competencies that are required to be able to do tfiEajptam, 2008)This leads to
ineffective first line leaders with a detrimental impact on team effectiveness and overall
organisational performang¢Bartram, 2008)This lead on to the central research question:

How can organisations understand the first line leadeole, responsibilities and
competencies requiret improve the effectiveness of a first line lead#rough a structured
leadership developmemrrogramof individual assessments, training and targeted coaching
thus, improvingteam effectiveness and overall organisatioqedrformance?

1.1.3 Research Objectives

The objective of this research isdetermine if more capable first line leaders \mhnage
their resairces more effectivelyhe theoretical propositions of this research are thatoved
capabilitiesand operations amagement skills shoultkad to improved first lindeader
effectiveness which shoulitive impioved team effectiveness and shorddult n improved
organisational performance.

This research project willlevelop implement, tesandevaluatea conceptual framework and
use the results to determine if the critical research question can be answered.
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1.1.4 Research Methodology
The case study resear methodwas used to understand ttieoretical propositions of this
research

The research analysed the impact of a leadership development program on overall
organisational performance in a mass services environment in a short term insurance company
in the financial services sector in South Afriégaconceptual frameworlwas developed and

tested through a single case stwdth eight embedded units (first line leaders) across five
business areas consistiofninety team members. The observations ang teste completed

over a 12 month period between Jary 2013 and Februa®014.

The case study waxplanatoryusingexplanation building andrhe-series analysis techniques
as an analytic strategy.

A multi-method approacfusing three measurement systemay used to triangulate the data
sources t@answer the research question.

Refer to sectior for a detailed explanation with regards to the case study research method.

1.1.5 Possible Limitations of the R esearch

A delimitationto theresearch is the period that is required between one competency assessment
and the next. The assessments should be dod@ hibnths apart from each other. The next
competacy assessment is due in Februa@l 4. Participants in the research may leave the
programor organisation, which will prevent a before and after competency assessment result
comparison for these individuals.

1.1.6 Ethical Considerations

To obtain accuate and reliable dataitill be required to access sensitive personal information

of employees within the organisation. The author, at the discretion of the employees, will
withhold any personal information pertaining to the employee and organisation. The author is
fully willing to accept any notisclosure agreement which the organisation mésh o
impose.

Other considerations to be taken into account are as follows (adapted from the University of
t he Wit waQGuiddlires farnHilimbas Research Ethics Clearance Applicatom-
medica).

1) With regard to informing the participant prior to tinéerview:
Participant Information Sheet written in a language understandable to the participant

(or guardian) detailing what the participant will be told. This should include the
following:

1 Participation is voluntary, and refusal to participate willalve no penalty or loss
of benefits to which the participant is otherwise entitled;
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1 The participant may discontinue participation at any time without penalty or loss of

benefits;

1 A brief description of the research, its duration, procedures and whatticgpat

may expect and/or be expected to do;
1 Any foreseeable risks, discomforts, side effects or benefits:

2) The participant will be formally invited according to tli&uidelines for Human

Research Ethics Clearance Application (rroedica).

3) They will thenbe asked to sign a consent form which will:

1 Include a clear statement that the participant is consenting to his/hers involvement

in the research, and not to treatment; or remuneration

4) Participants were free to withdraw from the study at any time withi@jiidicing any

current access to facilities or their employment contracts.
These are all contained in secti®g.

1.1.7 Outline of Chapters
The research paper consistsifmain chapters.

Chapter 1will provide background to thproblem that leads into the problem statement and
the central research question. The research objectives, methodology and limitations are
discussed and the ethical considerations around the research are stated.

Chapter 2 will discuss the literature arodive key concepts that emerged from the problem
statement and the central research question in Chapter 1. The literature review around the
concepts will lead to the identification, development and discussion of four systems with key
components and will besed to create a conceptual framework.

Chapter 3starts withtheory and an explanation on the investigational method that was used.
The chapter also describes the implementation approach that was used to deploy the conceptual
framework that was develop@dChapter 2 and walks the reader through the implementation.

Chapter 4will provide a view on the results that were obtained from the three measurements
systems whileChapter 5Swill discussthe resultsandbuild argunents around the theoretical
propositims of the phenomenon that was studied.

Chapter 6will answer the research question amidcuss final conclusions and make
recommendations related to the conceptual framework.
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2 Chapter 2

Chapter 2 will discuss the literature around five key concepts thagech&om the problem
statement and the central research question in Chapter 1. The literature review around the
concepts will lead to the identification, development and discussion of four systems with key
components and will be used to create a conckfraraework.

2.1 Literature Review

The problem statement in Chapter 1 discussed the point that organisations do not always
understand theole and responsibilitiesof a first line leader, or theompetencieghat are
required for the ra.

The central researclguestion discussed the possibility of improving first line leader
effectivenesshrough a structurdeéadership developmeptogramof individual assessments
training andtargeted coaching

Each of these key concepts (role & responsibilities, competenaiéividual assessments,
training and targetedoaching) will be discussedn terms of existing models, tools and
techniques. Thesgill thenbe used to develop the conceptual framework

2.1.1 Role and Responsibilities
The understanding of a role is obtainktbugh job analysi@Bartram, 2008).

There are two main outcomes fronjoa analysis. Bartranf008)indicates these to be a job
description and a person specification.

Bartram(2008)further states thata job description indicates the nature of theknaio terms
of the tasks involved, its functions, methods and procedures employestaarttards of
performance that anequired. A job description can be werkientated (focus on the tasks
that need to be accomplished) or workeentated (focus on thattributes of the worker
necessary to accomplish the tagks)

Bartram @008 further indicates the reasons why job analysis is needed. These are:

Recruitment and selection

Training and development

Performance management

Merger and acquisitions and downsg

Job design and redesign

Health and safety requirements

Classification of job and labelling of jobs

Human resource planning and effective use of available resources
Job evaluation and compensation

Legal defensibility

=

= =4 =4 4 4 48 48 9 12
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There are a number of methods tofpen job analysigBartram, 2008)The method depends
on the type of information that must be obtairiartram(2008 named a number of different
types of information that can be collected:

Work activitiesi what you have to do

Work performancé how wellyou have to do it

Job context the business, social and physical settings in which you have to do it
The machines, tools and equipment you need to do the job

Job related outcomes, such as material produced or services delivered

1 Personnel requirements

= =4 4 -4 A

Bartram (2008 have added to the above range of information types that can be gathered:

1 Organisational philosophy and structiireow the job fits into the organisation and its
mission

1 Licensing and other mandated requirements, which may limit the rangepé peho
can do the job and affect the job content

1 Responsibilities types and levels of responsibility and accountability

1 Professional standardlssuch as the application of national psychological association
ethical codes of conduct to psychologists

1 Jobcontexti the environmental, physical and social work patterns

1 Products and servicéswvhat the worker produces or the service they deliver in the job

1 Machines, tools, work aids and equipmemthat skills the person needs and the range
of tools etc. theyeed to be able to work with

1 Work performance indicatoiisincluding performance standards

1 Personal job demandsphysical, social and psychological demands the job makes of
people

1 Elemental motion§ breaking down complex manoeuvres into detailed elesnibat
make them up

1 Worker activities looking at the job in terms of the observable behaviours

1 Worker trait requirements (the person specification). What are the knowledge skills
abilities and other characteristics required by the worker

1 Future changes how will the job change in the future

1 Critical incidents focuses on identifying the particular aspects of the job that are
critical for success or failure

The tools used to obtain teetypes of ifiormation fall into two types: direct evidence and
opinions or judgements oepple. Direct evidencacludes obtaining informatiomdmdiaries,
observations and documentation related to the job. Opinions or judgements of people include
guestionnaires and various forms of structured interviBagram, 2008)The tools available

are:

i Observations
1 Time and Motion studies (T&M)
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Hierarchical Task Analysis (HTA)
Computerbased and Videbased Observation
Job Diaries

Cognitive Task Analysis (CTA)

Task Inventory Analysis (TIA)

Critical Incidents Technique (CIT)

Fundional Job Analysis (FJA)

Repertory Grid Analysis (RGA)

Job Elements Method (JEM)

Ability Requirements Scale (ARS)

Position Analysis Questionnaire (PAQ)
Threshold Trait Analysis (TTA)
Personalityrelated Position Requirements Form (PPRF)
Work Profiling Sysem (WPS)

=4 =4 4 4 45 5 4 -4 -5 -9 -2 -9 -2

=

Bartram(2008) states thaénone of the tools mentioned above are sufficient on their own and
that good job analysis involves a mutiethod approach

2.1.1 Competencies

Bartram (2008) states the foll owonimgownadbdir adi t
does not provide the means of linking job descriptions into business strategyet€nay

modelling is differentJob analysis has evolved into work analysis or work profiling due to
changes in the nature of work. Work profiling suggesds people work rather than have fixed

jobs and that the nature of the qualities they need to perform the work can be defined as a
profile. The end result is still a person specification, but the process followed to get to the
person specifidéon is changil g 6

As indicated alreadyhere are two main outcomes frorjoh analysis of which one is a person
specification(Bartram, 2008).

A person specification indicates the nature of the people who do the work. It describes the
knowledge, skills, ability andtber characteristics a person would require to perform the job
effectively i.e. to execute thevork (Bartram,2008). Competency based approaches were
developed to assist with the development of person specificgBansam, 2008).

Onewaytostartcompetn cy model | ing i s by asking the qu
trying to achi e Battam (200Bfarthdr states thattReOabsBvér to this

guestion should be a set of objectives or outcomes and criteria for recognising whewnéhey ha

been achieveli The foll owing questions can then be
achieved?0 and AWhat are the competencies ne
these outcomes?0o0

Bartram (2005, p.1187) defined enp e t e n seis efleehadiairs that are instrumental in
the delivery of desired resuftdn the business environment, these competencies are behaviours
that support the attainment of organisational objectiBastam 2012 p.3).
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This definition brought about the developmef theSHL Universal Competency Framework

Bartram
a ration

( 2 01 2 UCFiis a 8ingle entledying construbt ramewoik that provides
al, consistent and practical basis

work and the likehood of being able to succeed in certain roles and in certain environments.

It is important because it builds on and moves ahead of the current state of the art in competency

modeling and competendyased assessment. In the past, organisations havestooder
competencies only in the context of competency dictionaries, which have perhaps comprised
up to 60 competencies out of which they have chosen-aetudd what they consider to be the
most relevant. The UCF, on the other hand supports a more stdicmroach that is
evidencebasedand consists of 20 UCEompetenciedt must be noted at this stage that the

UCF is not a modeb f

Framewor

knowl ed g €ablealn @0 SHk UriversaldoCompetency
k Competencies ( SHL Uni versal

copyright © 2004 by SHL Group plgrovides an overview of each competentthe UCE

Initiating Action

Competency Description
Takes responsibility for actions, projects and peoplkeganitiative and works
Deciding and under own direction; initiates and generates activity and introduces change

work processes; makes quick, clear decisions which may include tough ch
or considered risks.

Provides others with a @de direction; motivates and empowers others; recru

Principles and
Values

Leading and . . . . "
Super Qs_n staff of a highcaliber, provides staff with development opportunities and
upervisi , . .
P g coaching; sets appropriate standardsesfavior
Shows respect for the views and contributions of ogemtmembers; shows
Working with empathy; listens, supports and cares for others; consults others and share
People information and expertise with them; builds team spirit and reconciles conf
adapts to the team and fits in well.
Adhering to Upholdsethics and values; demonstrates integrity; promotes and defends ¢

opportunities, builds diverse teams; encourages organisational and individ
responsibility towards the community and the environment.

Relating and
Networking

Easily establishes goadlationships with customers and staff; relates well to
people at all levels; builds wide and effective networks of contactshusesr
appropriately to bring warmth to relationships with others.

Persuading and
Influencing

Gains clear agreement and cortmént from others by persuading, convincin
and negotiating; makes effective use of political processes to influence anc
persuade others; promotes ideas on behalf ofeli@r others; makes a strong
per sonal i mpact

on ot h enprassion bneothers
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Presenting and
Communicating

Speaks fluently; expresses opinions, information and key points of an argu
clearly; makes presentations and undertakes public speaking with skill and
confidence; responds quickly to the de@f an audience and to their reaction

and Technology

Information . e
and feedback; projects credibility.
Writes convincingly; writes clearly, succinctly and correctly; avoids the
Writing and unnecessary use of jargon or complicated language; writes in-atveliured
Reporting andlogical way; structures information to meet the needs and understandir
the intended audience.
ADDIvin Applies specialist and detailed technical expertise; uses technology to ach
AL _g work objectives; develops job knowledgedeexpertise (theoretical and
Expertise

practical) through continual professional development; demonstrates an
understanding of different organisational departments and functions.

Analysing

Analyses numerical data and all other sources of information, to breakrtter
component parts, patterns and relationships; probes for further information
greater understanding of a problem; makes ratipiolgimentdrom the
available information and analysis; demonstrates an understanding of how
issue may be a part ofnauch larger system.

Learning and
Researching

Rapidly learns new tasks and commits information to memory quickly;
demonstrates an immediate understanding of newly presented information
gathers comprehensive information to support decision making; egesuaa
organisational learning approach (i.e. learns from successes and failures a
seeks staff and customer feedback).

Creating and

Produces new ideas, approaches, or insights; creates innovative products

Innovating designs; produces a range of siolns to problems.
i Works strategically to realise organisational goals; sets and develops strat
Formulating ) ) i _ _
_ identi fies, devel ops positive and
Strategies and ) ) _
potential; takes account of a witknge of issues across, and related to, the
Concepts

organisation.

Planning and
Organising

Sets clearly defined objectives; plans activities and projects well in advanc
take account of possible changing circumstances; identifies and organises
resources needdo accomplish tasks; manages time effectively; monitors
performance against deadlines and milestones.
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Delivering Result|

Focuses on customer needs and satisfaction; sets high standards for quali

Procedures

and Meeting . . . : - .
e guantity; monitorsand maintains quality and productivity; works in a
u . . . . .
_ systematic, methodical and orderly way; consistently achieves project goal
Expectations
Appropriately follows instructions from others without unnecessarily
Following challenging authoty; follows procedures and policies; keeps to schedules;

Instructions and

arrives punctually for work and meetings; demonstrates commitment to the
organisation; complies with legal obligations and safety requirements of thg
role.

Adapting and
Responding to

Adaptsto changing circumstances; tolerates ambiguity; accepts new ideas
change initiatives; adapts interpersonal style to suit different people or

Change situations; shows an interest in new experiences.
Coping with Maintains a positive oudbk at work; works productively in a pressurised
Pressures and environment; keeps emotions under control during difficult situations; hand
criticism well and learns from it; balances the demands of a work life and a
Setbacks _
personal life.
Achieving Accepts and tackles demanding goals with enthusiasm; works hard and py
Personal Work |longer hours when it is necessary; seeks progression to roles of increased
Goals and responsibility and influence; identifies own development needs and makes
Objectives of developmental mtraining opportunities.

Thinking

Entrepreneurial
and Commercial

Keeps up to date with competitor information and market trends; identifies
business opportunities for the organisation; maintains awareness of

developments in the organisational structure politics; demonstrates financiz
awareness; controls costs and thinks in terms of profit, loss and added vall

Tablel-nn { I [

PYAGSNERFE [/ 2YLISGSyOe CNIYSg2N] /2YLISGSyOAaSa

Cards copright © 2004 by SHL Group plc)

Bartram (2008) states thatihe key advantage of competency modellirgn a business
perspective is the way in which business goals and strategies are linked to individual jobs

21.2

Individual Assessments

Bartram (2012, p.2¥tates thatohe UCF is a single underlying construct framework that

provi des

a rational, consi stent and

behaviors at work and the likelihood of being able to succeed in certain roles and im certai
environments This is the likelihood of performing in the work environngent

The UCFconsists of 2@ompetenciefzach competency component is linkedatoortfolio of
assessment instruments likedDpationalPersonality Assessment (QRB2), ability tests, the
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motivation quesonnaire and othersFrom these linkages assessment instruments and
assessment regimes can be developed that are uniquely tailored to the competency models built
for clients, or to existing client models that have been mapped t4GRe

2.1.3 Training

Knowles' (1980) theory of andragogy is an attempt to develop a theory specificalyutor
learning. Knowles emphasis that adults are salirected and expect to take responsibility for
decisions. Adult learning programs must accommottiesfundamental aspect.

Andragogy makes the following assumptions about the design of learning:

A Adults need to know why they need to learn something
A Adults need to learn experientially;

A Adults approach learning as probksmiving; and

A Adults learn besivhen the topic is of immediate value.

Mi nt zber g ( bali8dijnmediatavalaesta the @irst line leader is the role that they

are performing. They have contractually been put in this position wiasprovided them

with formal authority and atug Mintzberg (1989 further statesthat this position can be
described in terms of various ArolFgseé@2-0r or g
The Manager's Role. (Mintzberg On Managem#&889 p.16.

Formal Authority and
Status

Interpersonal Roles

P
Figurehead ‘ ntrepreneur

Disturbance Handler
Resource Allocator
Negotiator

Leader
Liaison

Figure2 - The Manager's Role. (Mintzberg On Managemet®39 p.16

In practical terms, andragogy means that instruction for adults needs to focus more on the
process and less on the content being taugl8trategies suchas case
studies, role playing, simulations, and sataluation are most useful. Instructors adopt a role

of facilitator or resource rather than lecturer or grgdeowles et a|1984).
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2.1.4 Targeted Coaching

A students learning i®iwo0ogbi missedarwheonf d&lheea
(McCarthy, 2010)Learning processes refer to relatively permanent changes in knowledge,

skills or attitudes of individualsraeamgSonnetag, et al., 20Q8)

Training delivered correctly can be powerful, but a linnbtatto thisis that when people are
asked tamplement thisnew knowledge or skillthey struggle. Gurdgn et al (2014¢onfirms
this by statinghatleadersno matter how talentesdtruggle to transfer even their most powerful
off-site experiences intthanged behaviour on theft line.

A key reason for this is that learners are seldom taken through the complete learning cycle, in
particul ar, through a reflective | earning o
learn at a level that empans them to handle complex challenges that are more abstract and

| ess def ileareind cycldFmurds 6Kolb's Learning Cycle (Kolb, 1984)Journal of

Business & Economics Research, 2@li@¢d in McCarthy2010, p.139) allows the learner to

learn experientiallyMcCarthy, 2010)The learner can enter the cycle at any time but the stages

should be followed in sequen@dcCarthy, 2010).

Kolb's Experiential Learning TheoiMcCarthy, 2010)defines experierdi learning asthe
process whereby knowledge is created through the transformation of experience. Knowledge
results from the combinationofgraspg and transforming experienc

The cycle begins with an experience that the learner has, followed by @nuoyiy to reflect

on that experience. Then learners may conceptualise and draw conclusions about what they
experienced and observed, leading to future actions in which the learners test/experiment with
different behaviours. This begins the cycle anedeamers have new experiences based on
their experimentatioMcCarthy, 2010).
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Concrete
Experience

Active Reflective

Experimentation Observation

Abstract
Conceptualization

Figure3 - Kolb's Learning Cycle (Kolb, 19&4)ournal of Busiess & Economics Research, 2@lt@d in McCarthy 2010,
p.132

It must be noted at this point that although literature exists for the related topics, that
they have not necessarily been used together. The conceptual framework will attempt to
integrate the models, tools and techniques ttest the theoretical propositions of this
research.
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2.2 Conceptual Framework Development

Theprocess to develdne conceptudramework was based dhe soft systesimethodology
(Checkbnd andScholes1990), and specifically the logic based process as defined by Wilson
(2001). Thelogic based process consisfstwo basic building block from the soft systems
methodology namelw root definition anda conceptual mode(Figure4 - The logicbased
process (Wilson, 200)L) The root definition captures the purpose and theeptual model
represents those structured activities that must take place if the purpose is to be achieved
(Wilson, 2001). The root definition makes use of the CATWOE mnemonic vdeithesthe
elements of a root definition of a system. CATWOE stands for:

1 C 1 Customer (the recipient of the output of the transformation process, either the
victim or the beneficiary)

1 AT Actors(those individuals who would do the activities in the resultant conceptual
model if they were to map onto reality)

1 T Transformatio process (described eitherasinputi output conversion ahe
process itse)f

1 W 1 Weltanschauung (practically as the statement of belief within the root
definition)

1 O’ Owner (a wideisystem decision taker which authority over the system defined,
with a concern for the performance of the system)

1 ET Environmental constraints (those features external to the system defined, which
are taken to be significant)

Wi | son ( 2 0ikepn asdysistthatscan bedshid tdhbed the intellectual construst
used within the soft systems methodology cannotdiieatedby reference to the part of the
real world to which they are relevanthus, for defensibility, they must balidatedagainst
somethingptherwise they lead to nothing more valuable than opini

The purpose of CATWOE is to ensure that the root definition is well formulated and the
purpose of the formal systems model is to ensure that the conceptual model produced is a
defensible model (Wilson, 2001).

Root Conceptual
Definition Model

Formal
CATWOE Systems

Figure4 - The logicbased process (Wilson, 2001)
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2.2.1 The Role System- Role and Responsibilities

Bartram (2008) states that a job description can be-anektated (focus on the tasks that
need to be accomplished) or worarentated (focus on the attributes of the kesmecessary
to accomplish the tasks).

This researchvill use a workorientated job description to understand the tasks that the first
line leader must@omplish. The understandinglwbe used to develop a day planner and
apply standard work principle®ne of the uses of standard work is leddgel standard work.
The aim is to rzate a schedule of tasks witttigities that must be executed at regular intervals
by people on the same lev@Bicheno andHolweg, 2009

Table2 - Job Analysis Information Typesdicates theénformation types describe by
Bartram(2008)that was gathered and used in this research:

Organisational philosophy and structiireow the job fits into the organisation and its
mission

Resmnsibilitiesi types and levels of responsibility and accountability

Machines, tools, work aids and equipmenthat skills the person needs and the rang
tools etc. they need to be able to work with

Work performance indicatoiisincluding performane standards

Worker activities' looking at the job in terms of the observable behaviours

Worker trait requirements (the person specification). What are the knowledge skills g
and other characteristics required by the worker

Table2 - Job Analysis Information Types

Bartram (2008) states théettools used to obtain tetypes of iformation fall into two types:
direct evidence and opinions or judgements ebgte. Direct evidencencludes obtaining
information fom diaries, observations and documentation related to the job. Opinions or
judgements of people include questionnaires and various forms of structured interviews.

This research used direct evidence and specifichgrvationsand job dariesrelated to the
job to obtain the information types.
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Root Definition

This system is concerned with the first line leader role and will be referred to as the Role
System.

C | First Line Leaders, Coaches, Competency Sysi@aining System

A | First Line Leaders, Coachdsne Management

T | A process to identify all the current unstructured tasks and tools that are used &
first line leaders in their job and standardise the tasks and tools across the first
leaders in a structured day planner

W | W1 - Understanding fathe tasks that must be accomplished by the first line leade
role on a daily basis to achieve the organisational objectives

W?2 - Obtain relevant information related to the role that can be faséke definition
of person requirements

W31 The standardied tasks will enable the measurement of how well these tasl}
executed across the first line leaders

The organisation

Existing Organisation Design, Business Proced2exiucts & Serviceand
Information Technology

mio

Role System root definitioni A systemto help the organisatioim obtain an understanding
and standardisehe first line leadertasks that must be accomplishéd achieve the
organisational objectives, drive person requiremantkenable the measurement of how well
these tasks arexecuted.This understanding will be a collective effort between first line
leaders, coaches alide management.

Conceptual Model

The role system conceptual model definedrigure5 - Role System Conceptual Modehs
threekey components that Widrive and enablghe system namely theéay planner, role
assessmentool andthe baseline key performance indicator prformance.

The day danner will drive theperson requirements that must be defined for the competencies

The role assessment tool will be based on the day planner and will guide the coaching and will
also inform any changen the first line leader effectiveness on havell the tasks are
accomplishedThe individual role assessment is a-sybtem of the r@ system and will be
discussed separatelysection2.2.2

The baseline key performance indicator performance will infany changen theteam and
organisational performance.

Other relevant information like the organisatibplailosophy, objectives and structures will be
obtained to inform the training matarand to assist with person requirements
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Identify
First Line
Leaders

Inform First
Line Leaders
of Objective

Develop
Observation

Observe First
Line Leader
Tasks and Tools
used

Schedule
Observations

Capture
Observations

Analyse & Develop Day

Template

Standardise

Inform Person

Group &

Tasks

Planner

Develop Role
Assessment

Requirements Tool

Customise

Obtain Training

Organisational Material

Philosophy,
Objectives &
Structure

formatiog Identify Key

Performance
Indicators used in

. Determine
the Environment

Baseline
Performance

Figure5 - Role System Conceptual Model

2.2.2 Individual Role Assessment Sub System

Theindividual role asessmemstwill be assessed based on the schedule of tasks frodayhe
plannerthat must be executed byiest line leader A baseline individual role assessment will
be performed before the coaching starts and will be used as a basis to determinagamincha
the first I|Iine | eaderdos effectiveness to ac
assessment will be followed up by%ahnd 29 assessmerithe individual role assessment will
be done on the categories defined in the day plannemandstrument will provide a score
out of 5 as follows:

Unsatisfactory Needs Average Good Excellent
Improvement
1 2 3 4 5

Figure6 - Role Assessment Scoring Legend
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Root Definition

This sub system is concerned with tbke assessmerf an individual and will be referred to
as the mdividual Role AssessmeBub System

C | First Line Leaders, Coaches, CoachBystem Line Management

A | First Line Leaders, Coaches

T | A process to change the subjective and qualitative measotehhow well first line
leader tasks are performed to an objective quantitative measurement

W | W17 Providea quantitative resulif how well a first line éader is executing the
taskswhich are required to achieve the orgatimns objectives

W21 Theresults will help to arrect norconformance to enable thiest line leader
to be more effective in their daily tasks

The organisation

Existing Organisation Design, Business Processes, Products & Services and
Information Technology

mo

Individual Role AssessmenBystem root definitioni A system to help the organisation to
objectively and quantitatively evaluate how well a first line leader is executing the tasks that
are required to achieve the organisations objectives. The evaluation results widlepro
guidance as to where the coaches and the first line leader must focus to improve to be more
effective. This process will be a collective effort between the first line leaders and coaches.

Conceptual Model

The individual role assessment system coneptual model defined iRigure? - Individual

Role Assessment Sub System Conceptual Meaefour main components that will drive
and enable the system namdgyrelop role assessment tadbaseline role assessmerfirst

role assessmentand thesecond roleassessment

The role assessment tool will be developed from the content of the day planner. This will
form the basis for all role assessments.

The baselinefirst and second role assessnsamill provide feedbdcto the first line leader
anddetermine if any change occurred in the way that the individual executasksein the
day planner
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—
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Provide
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Figure7 - Individual Role Assessment Sub System Conceptual Model

2.2.3 Competency System - Competencies

Bartram (2005, p.1187stated that @ampetencies are defined aets of behaviours that are
instrumental in the delivery of desired resailt$n the business environment, these
competencies are behaviours that support the attainment of organisdtjeotives Bartram,

2012 p.3.

This definition brought about the development of $¢l. Universal Compeincy
Frameworkwhich was used in this research to define the competencies that were required to
attain the specific organisational objectives.

Root Definition

This system is concerned with the first line leader colmpetencieand will be referredo as
the Competenc$ystem.

C | First Line Leaders, Coaches, CoachBystem Training System

A | First Line Leaders, Coachd3sychologistsLine Managementluman Resources

T | A process that takes the tasks that must be performed on a daily basis by a firs
leader to achieve the organisational objectives and develop a competency prof
first line leader role

W | The result will provide an understand of the competencies that are required witl
a first line leader to succeed in the role and achieve the organisational objective
The organisation

Existing Organisation Design, Business Processes, Products & Services and
Information Technology

m o

CompetencySystem root definitionT A system to help the organisationunderstand what
competencies are requiredrfa first line leader to succeed in the role and achibee
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organisations objective3he understanding will be a collective effort bednwehe first line
leaders, coaches, psychologists, line management and human resources.

Conceptual Model

The competencysystem conceptual model defined kgure 8 - Competency System
Conceptual Modehas thred&key components that Widrive and enablé¢he sysem namely the
role objectives competency profileandcompetency assessment tool/s

The role objectives will be developed from an understanding of what the organisation wants to
achieve and thiasks that mudie executed in theay planner.

The competency profile will be developed by using tbie objectives and the UCF. The
competency profile will inform the training material.

The selection of th&eompetencyassessment taslwill be driven bythe competencprofile.
The individual competency assessment is asyisiem of the competency system and will be
discussed separatelysection2.2.4

Obtain
Organisational
Philosophy,

Objectives &
Structure
Information

Identify what
the
organistation
wants to
achieve

Identify and
develop Role
Obijectives

SHL Universal
Competency
Framework

Develop
Competency
Profile to

Select/Customise

achieve Competency
objectives Assessment
Tool/s

Day Planner

Customise
Training
Material

Figure8 - Competency System Conceptual Model

2.2.4 Individual Com petency Assessment Sub System

As indicated, he UCFconsists of 2@ompetenciessach competency component is linked to
aportfolio of assessment instruments like OPQ®jty tests, the motivation quiésnnaire
and others.
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Theindividual competency assemens will be used t@assess the inherent capabilities of an
individual based on the competencies tate identifiedfrom the UCF for the specific rale

The assessments will be completed before the execution of the training and coaching, and then
againafter the execution at a time that has allowed the behavioral change to become entrenched
(10-12 months). The results will determine if the inhéi@@pabilities improved by comparing

the firstand secondest resultsThe competencies will be measured bging the following
instruments:

1 Occupational Personality Assessment (GPQ
1 Wave Performance 360 ° (360°)
1 Assessment Centre (AC)

The instruments will provide a score out of 10 as follows:

Low Marginal High Exceptionally High
Exceptionall | Ver | Lo Moderatel | Averag | Averag | Moderatel | Hig | Ver | Exceptionall
y low y w y low e e y high h y y high

low high
1 2 3 4 5 6 7 8 9 10

Figure9 ¢ Competency Assessment Scoring Legend

Root Definition

This sub system is concerned with the competassgssmertf an individual and will be
referred to as thentividual Competency Assessmé&ub System

C | First Line Leaders, Coaches, CoachBystem Line Management

A | First Line Leaders, Coachd3sychologists

T | A process that takes the current inherent capigsilof a first line leader and test
them against a competency profile to provide a result of the likelihood of the firs
leader being successful in the role

W | The results will provide insight into the first line leader capabilities for both the f
line leader and the coach and will assist with identifyoays pointdor correction
The organisation

Existing Organisation Design, Business Processes, Products & Services and
Information Technology

mo

Individual Competency AssessmenBub System oot definition T A system to help the
organisation to test and understand the likelihood that a first line leader will be successful in
the role. The test results will provide guidance as to where the coaches and the first line leader
must focus to improvan order for the first line leader to be more effective. This process will

be a collective effort between the first line leaders, line management, coaches and the
psychologists.
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Conceptual Model

The individual competency assessment sygiem conceptlianodel defined irFigure 107
Individual Competency Assessment Sub Sydtesithree main components that will drive the
sub system namely theelection/customisation of the aopetency assessment too)/first
competency assessmemind thesecond competency assessment

The individual assessment tools will be driven by the competency profile that was developed
and the SHLUCF portfolio of assessment tools that are available to test the selected
competencies.

The fird competency assessment results will guide the coaches on which competencies to focus
on during the coaching.

The second competency assessment results will infermeasurement systetm determine if
any change in the inherent capabilities of the indiMideaurred.

Explain and
Discuss the Perform first Provide
Objectives of Competency Process Feedback Coach
the Assessment Results

Assessments

SHL Portfolio of

Assessment

Perform
Tools

second — Provide
Competency Feedback

Results
Assessment

Select/Customise

Competency

Assessment
Tool/s

Determine
change in

First Line
Leader
Effectiveness

Figure10¢ Individual Competency Assessment Sub Systeanceptual Model
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2.2.5 Training System - Training

An existing process, the Prosperity Partng®hwith existing training content will besed as
thebasisfot he tr ai ning as t he spanages &aslesandsthe eamntiens
adhered t&Knowles' andragogprinciples discussed in secti@ril.3

TheProsperity Partnership® made up of six elemenas follows:

Create $hared purpose and directioni How do | create shared vision in my teamso that
everyone in my team knows where we are going as a company.

Establish alignment and focusi How do | ensure that my team members have an aligned

focus in their work? so thateveryone knows exactly what to focus their energy on daily.

Build credibility and climate i How do Icultivate aeadership culture that inspires my team

members? so that | can lead my team with credibility.

Facilitate stakeholder engagemenit How do Isuccessfully engage all my team members in

t

daily work?i so that everyone is involved, daily, in goal setting and problem solving and

planning.

Enable continuous improvementi How do | enable my team membersdontinuously

improve in their work? so thateveryone contributes to cost, quality and service improvement.

Facilitate measurement and feedbacki How do | optimise individual and team
performance? so that teams regularly review their performance, they focus on accountability,
and recognition andupport is given.

Each elemenwill form the basis for a training module as follows:

Day Module
Day1l |9 Introduction
1 Module 1i Create Shared Purpose and Direction
1 Module 2i Establish Alignment and Focus
1 Module 3i Build Credibility and Climate
Day 2 |1 Module 4i Facilitate Stakeholder Engagement
Day 3 |1 Module 5i Enable Continuous Improvement
Day4 | Module 67 Facilitate Measurement and Focus
1 Summary

Table3- Training Modules

The traning content in each module will Bmked to thecompetencies that they addreéss

creae a holistic approach faddressing the role and the competencies of the first line leader.
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Presenting and

communicating Persuading
Formulating information and
strategies and influencing
concepts Entrepreneurial
Learning and and commercial
researching Create thinking
Delivering results and shared purpose
meeting customer and direction Planning and
expectations e . organisin
Facilitate Establish Lot
Achieving personal work measurement allgnment )
goals and objectives and feedback and focus Leading and
supervising
[ ]
Following II
instructions and
procedures Enable Build Adhering to
. S principles and
STk . continuous crelelllty values
expertise and improvement and climate
technology Decidin
AR g and
Facmtate initiating action
Analysing stakeholder pm—
Creating and engagement Pfesstreskand Adapting and
innovating setbacks responding to
Working with people Writing and change
reporting
Relating and
networking

Figurell- Training Modules vs Competenciédeveloped by the author)

Root Definition

This systan is concerned with thieaining ofan individualand will be referred to as the
Training System

First Line Leaders, Coaches, CoachBystem Line Management

First Line Leaders, Coachdsacilitator

A process that facilitates the transfer of valet knowledge to first line leaders
The facilitation willequipthe first line leaders with the required theand
operations management toalsd contenin a way that is conducive to adult learnir
The organisation

Existing Organisation DesigBusiness Processes, Products & Services and
Information Technology

mlo| =|H|>0

Training System root definitionT A system toenable the transfer of relevant knowledge to
the organisationds first l ine | eaders and
management tools and content in a way that is conducive to adult learning. The training will
be a collective effort between the first line leaders, coaches and facilitator.
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Conceptual Model

The training system conceptual model defined Rigure 12 - Training System Conceptual
Model has two main componentlat will drive and enabldhe systermamelycustomise
training material / content andtrain first line leaders.

The content from the day planner, organisatioplillosophy, organisational objectives,
organisational structure, relevant SHL compeitesiche Prosperity Partnership® shements

and existing training material will be used to customise the training material and content to
adhere to the principles offKo wl e s @& t h e oang addrdss therad rn agisg yir ol es
were identified by Mintzber@ 989).

The facilitator will train the first line leader and will deliver the conteratnrenvironment with
the following discussion guidelines:

No topic is tabo

Rationally with dignity

Systematic and logic discussion
Holistic perspective

Never to hurt, only to learn
Participate as equals

Always try to be completely objective

= =4 4 -4 A8 8 -9

The objective of the training will bevofold namely:

1 Provide the first line leaders \ithe required theoryoolsand congnt to assist with
the coaching; and

1 Forthe coaches to sit in on the training, observe the first line leaders that they will coach
andestablish a relationship with them.

Page35of 126



Day Planner

Organisational
Philosophy,
Objectives &
Structure
Information

SHL Universal
Competency
Framework
Prosperity
Partnership 6
Elements

Figurel2 - Training System Conceptual Model

2.2.6 Coaching System- Targeted Coaching

Knowles'
theory of
andragogy

Customise
Training
Material /
Content

Train First
Prepare

Work Books
& Training
Slides

Line Leaders

Existing
Training
Material

Mintzberg”
[VELET-E1
Role

The targetedcoaching willu s e  Klealnimg@ cgcle(McCarthy, 2010)as the underlying
model for coachingTools fromthe training content andther principledike short interval

control, visual managementproblem solving, root cause analysisd overall professional
effectivenesgBicheno andHolweg, 2009will be used in the coaching plan

Root Definition

This system is concerned with tl@aching ofan individualand will be referred to abe

CoachingSystem

First Line Leaders, Coaches, Line Management

First Line Leaders, Coaches

A 6l earn by doingbd

process that hel

s|H[>|0

differently

W1 - Will assist in making the link between theory and daily opanat activities in
a performance environment that is familiar to the first line leader
W21 Will enable the first line leader to experience the results of doing things

W31 Old ineffective behaviours will be broken and new more effective betnas/
will be adopted thawill make the first line leaders more effective, leading to bette
performing teams and will result in improved organisational performance

The organisation

mo

Information Technology

Existing Organisation Design, Business Processes, Products &&3eavid
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Coaching System root definitioni A systemt hat f aci |l i tates Ol earn
link between theory and daily operational activities in a performance environment that is
familiar to the first line leader. The $irline leader will receive feedback from the system and
experience the results of doing things differently leading to the breaking of old ineffective
behaviours and the adoption of new more effective behaviours which will make the first line
leaders moreeffective, leading to better performing teams and will result in improved
organisational performance. This will be a collective effort between the first line leaders,
coaches and line management.

Conceptual Model

The coachingsystem conceptual model defthean Figure 13 - Coaching System Conceptual
Model has three main componerttsat will drive and enablghe system namelgevelop
coaching plan coach individual anddocument personal development plan

Thecoachingplan will use the individual assessment results as guides during the development
of a coaching plan for each individual to ensure the coach highlight and focus on developmental
areas where the individual scored low during the assessments. The coachimdj platude

tools and techniques from the training material, and specifically short interval controls, visual
management and overall professional effectiveness (OPE).

The coaching plan will bexecuted over a period of a few weeks where the individuisiest

or experiment with the tools and techniques to experience and observe the changes and then

realise that there are better ways to manage and lead their teams.

Observations during the coaching and results from the assessments will feed into d persona
development plan that will be discussed with the individual antindenanager to ensure that

gaps that still exisafter the coachingre closed through further coaching by line management

or by a formal intervention.
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Short
Individual Interval
Competency Controls
Assessment
Results
Concrete
Experience

Develop
Coaching
Plan

Testing in Coach Observation

New Individual and
Reflection

Situation

Visual Forming
Day Planner Management Abstract

Individual Concepts

Role
Assessment

estiics Document

Personal
Development
Plan

Figurel3- Coaching System Conceptual Model

2.3 Conceptual Framework

A conceptual framework was created by the autisimgthe conceptual modetieveloped in

this sectionThe framework consists of four key systems as depictéthurel4 - First Line
Leader Conceptual FramewoikSystems ViewlIn the systems worldhe Role System will

drive the Competency System. Both the Role and Competency Systems will inform the
Training System and will guide the Coaching Systsmwd as inform of any changes in
effectiveness and performancehe Training System wilassist the Coaching System, and
together these systems will drive first line leader effectiveness and overall organisational
performance in the real world.
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Competency drives

Role System

System

informs informs

Training

System

assists

guides Coaching guides
System
Systems World
Real W0r|d Drives

informs informs

Effectiveness &

Performance

Figurel4- First Line Leader Conceptual FramewarBystems View

Each system also consists of components that will dmeeenabléhe system as indicated in
Figurel5 - First Line Leader Caceptual Framework Component ViewThe sections below
will summarise the components and the links in the conceptual framework.

2.3.1 Role System

The aim of thesystem is to help the organisation to obtain an understanding and standardise
the first line leader tasksahmust be accomplished to achieve the organisational objectives,
drive person requirements and enable the measurement of how well these tasks are executed.
This understanding will be a collective effort between first line leaders, coaches and line
managerant.

The system will also help the organisation to objectively and quantitatively evaluate how well

a first line leader is executing the tasks that are required to achieve the organisations objectives.
The evaluation results will provide guidance as tonetibe coaches and the first line leader
must focus to improve to be more effective.

The Role System consists of four compongirigure 15 - First Line Leader Caceptual
Frameworki Component Vielw The Day Planer will drive the Role Objectives, inform the
Training Material guide the Coaching Plaand drive the Role Assessment Tool. The Role
Assessment Tool will enable the Individual Role Assessments. The Individual Role
Assessmats will guide the Coaching of ¢hindividualand will inform of any changes in the
First Line Leader Effectiveness. The Baselirfél Rerformance will be identified and used to
inform if any improvement occurred in tie@am andOrganisational Performance.
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2.3.2 Competency System

The aim of thesystem igo helpthe organisation to understand what competencies are required
for a first line leader to succeed in the role and achieve the organisations objectives. The
understanding will be a collective effort between the first line leaders, coaslyebplogists,

line management and human resources.

Thesystemwill also help the organisation to test and understand the likelihood that a first line
leader will be successful in the role. The test results will provide guidance as to where the
coaches ahthe first line leader must focus to improve in order for the first line leader to be
more effective.

The Competency System consists of four compon@rigure 15 - First Line Leader
Conceptual Framework Component View The Role Objectives will drive the Competency
Profile. The Competency Profile will inform the Training Material and drive the Competency
Assessment Tool/ls. The Competency Assessment Tool/s will enable the Individual
Competency Assessmentse Irdividual Competency Assessments will guide the Coaching
Plan and will inform of any changes in the First Line Leader Effectiveness.

2.3.3 Training System

The aim of thesystemstoenabl e t he transfer of relevant
line leades and equip them with the required theory and operations management tools and
content in a way that is conducive to adult learning. The training will be a collective effort
between the first line leaders, coaches and facilitator.

The system consists of twcomponent§Figurel5 - First Line Leader Gaceptual Framework
i Component View The Training Material will enable the Training. The Training will assist
with the Coaching of individuals.

2.3.4 Coaching System

The aimof thesystemist o f aci |l itate o6l earn by doingd by
daily operational activities in a performance environment that is familiar to the first line leader.

The first line leader will receive feedback from the system andriexpe the results of doing

things differently leading to the breaking of old ineffective behaviours and the adoption of new
more effective behaviours which will make the first line leaders more effective, leading to
better performing teams and will resuitimproved organisational performance. This will be

a collective effort between the first line leaders, coaches and line management.

The system consists of three compon@rigurel5- First Line Leader Caceptual Framework

i Component View The Coaching Plan will enable the Coaching of the First Line Leaders.
The Individual Coachingill drive the improvement in First Line Leader Effectiveness, which
will drive Improved Team Effectiveness, which will drive Iroged Organisational
Performance. A Personal Development Plan will capture all the areas that require further
development to ensure that all the gaps that are identified per individual are closed.
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3 Chapter 3

Chapter 3 starts with theory and an explanation on the investigational method that was used.
The chapter also describes the implementation approach that was used to deploy the conceptual
framework tlat was developed in Chapter 2 and walks the reader through the implementation.

3.1 Investigational Method

Kohl bacher Ca&é €iudy) ressatctamidelys used én organisational studies and
there is some suggestion that the case study method is inghgdseing usedand with
growing confidence in the case study as a rigorous research strategysin iown r i ght
Kohlbacher (200bfurther states thatdrhe distinctive need for case studies arises out of the
desire to undstand complex social phenomebacausethe case study method allows
investigators to retain the holistic and meaningful characteristicsablifeeevents,such as
organiational and ranagerial processgs a n daase Istadies seem t® the preferred
strategy when how or whyuestios are being posed, when the investigator has little control
over events, and when the focus is on a contemporary phenométham seme realife
context Kohlbacher (200p indicates that in this context a case study would be
anexplanatoryone This type of case study would be used if you were seeking to answer a
guestion that sought to explain the presumed causal links iifesiaterventions that are too
complex for the survey or experimental strategies. In evaluation language, the explanations
would link program implementation with program effe@€ohlbacher, 2006

Case study research allows the researcher to explongdndlis or organisations, simply
through complexinterventions, relationships, communities or programs and supports the
deconstuction and subsequent reconstruction of various phenarohlbacher, 200p

A concern raised of case studies is that they provide litikis for scientific generadison
(Kohlbacher, 200p6 Kohlbacher (200bresponded as follows:

& ase st uagereralizgblé tp thewretical propositions and not to populations or

uni ver ses. I n this sense, the case study |
case study, your goal will be to generalize theories (analytical generalization) and not
to erumerate frequencies (statis ¢ a | generalization)o

Kohlbachern(20(b) states thatd &se study researawnsists of a detailed investigation, often
with data collected over a period of time, bEpomena, within their context, with the objective
to providean analysis of the context and processes which illuminatedbeetital issues being
studi edd

Kohlbacher(2006) provides anore detailed and technical definition of case studies:

1 A case study is an empirical inquiry thavestigates a contemporary piognenon
within its reallife context, especially whethe boundaries between phenomenon and
context are not clearly evident
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1 The case study inquirgopes with the technically distinctive situation in which there
will be many more variables of interest thdata points, and as one reselies on
multiple sources of evidence, with data needing to converge in a triangulating fashion,
and as another resdéenefits from the prior development of theoretical propositions
togudedat a col |l ect.i on and anal ysi sbo

Case studys a research strategy consistarohllencompassing method, which means that a
number of methods may be udedither qualitative, quantitative or botkdghlbacher, 2006

Kohlbacher (200pstates thatd Bsearch design the argument for thiegical steps which
will be taken to link the research question(s) and issues to data collection, analysis and
int er pretat i on.Kohibacker (20O0pthenidentifies the toliowing five
components of research design as especially importacas$erstudies:

A study's questions;

its propositions, if any;

its unit(s) of analysis;

the logic linking of the data to the propositioasg

the criteria for interpreting the findin@s

In addition to the abové&ohlbacher (20053Iso states thafit isimportant taconsider whether
the case study will be exploratory, descriptive or explanatory and a key decision to be made is
whether the research will be based on a single case studyorommdti c as e s 6

Barrat etal, (2011, p.33)Lstates the followig GA question then arises as to the number of
cases that researchers should sél8carrat et al, (2011, p.3313uggest thatohte fewer the
number of cases, the greater the opportunity for depth of obselvdtmneverBarrat et al,

(2011, p.331) sttes thatmultiple cases can augment external validity and help guard against
observer bias. In particular, for theory building purposes, the use of multiple cases is likely to
create more robust and testable thabgn single case reseaécBarrat etal, (2011, p.331)
suggestshat4-10 cases usually works well beautionsthat Gf less than four it may become
difficult to capture the complexity of the real world and if more than 10 it may become difficult
for the researchers to cognitivelyopess tk informatiord Barratt, et al. (2011, p.33Xounters

this suggestion by arguing tha@ingle case studies enable the researcher to capture in much
more detail the context within which the phenomena under study occur. Single case studies
may be useful fotongitudinal research and can be used if they are extreme exemplars or
opportunities for unusu | research accesso.
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Kohlbacher (20053tates thathere are three genéemalytic strategies for anaiyg case
study evidence:

Relying on theoretical propdsins;
thinking about rival explanationand
deweloping a case description.

Any of these stitagies can be used in performifige specific techniques for anaiyg case
studies@attern matching, explanation building, tiseries analysis, logic modehand cross
case synthesigohlbacher, 200b 6 .

Kohlbacher (20053tates that conceptual framework serves several purposes: 1) identifying
who will and will not be included in the study; 2) describing what relationships may be present
based on logic, tleey and/or experience; and 3) providing the researcher with the opportunity
to gather general constructs into intellectoidl nkoldbacher (20053tates thafreturning to

the propositions that initially formed the conceptual framework ensures thabadhgsia is
reasonable in scope and that it also provided structure for the finalreport

Jick (1979 p.609 st a tqualdativie Hagatand @nalysis functias the glue that cements
the interpretation of mulkmethod results (trragulation or crosgxa mi n a.tJicko(3879p
p. 602) f ur tekearchersahimpravethetadtwacy obtheir judgments by collecting
different kinds of data bearing on the sam p h e n o Bedanaocnndulated by different
methods but bearing on the same issteepariof what is called thenulti-methodapproach
ThereforeJick (1979, p.609) states thiangulaion, which prominently involves qualitative
methodscan potentially generatelistcwa k or t hi ck descriptiono.

The case study research methas choseffor this researchecauséhe CRQ askediow can
organisations understand the first line leader role, responsibilities and competencies required
to improve the effectiveness of a first line leader, through a structured leadership development
program of imividual assessments, training and targeted coaching, thus, improving team
effectiveness and overall organisational performance.

The main responsibility of a first line #&ler is to ensure that the peopteduce the required
throughput, when they are rerpd to do it and at the right levels of quality, costs and safety
(Mintzberg, 198). This established causal link between first line leader effectiveness, team
effectiveness and overall organisational performance.

The theoretical propositions of thissearch are that improved capabilities and operations
management skills should lead to improved first line leader effectiveness which should drive
improved team effectiveness and should result in improved organisational performance.
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The researchanalysé the impact of a leadership development program on overall
organisational performance in a mass services environment in a short term insurance company
in the financial services sector in South Afritheconceptual framework describedRigure

15- First Line Leader Caceptual Framework Component Viewvastested through a single

case studyvith eightembedded unitdi(st line leadersacross five business areas consisting

of ninety team member3he observationsna testsvere completed over a 12 month period
betweenJanuary 2013 anéebruary2014.

The case study washexplanatoryone as it sought to explain the presumed causal links. The
explanations will link program implementation with program effects.

A conceptual framework was developed that provided a view on relationships that existed
between the constructs that were identified.

From an analytic strategy perspective the case study relied on theoretical propositions using
explanation building and timgeries analysis techniques.

A multi-method approach was used to triangulate the data sources to answer the research
guestion.Three measurement systemere developed and used as sources for data with
specific links tathe theoretical propositions:

CompetencyAssessment Measurement Systentsed three measurement instruments to
guantitatively determine if the inherent capabilities of a first line leader improved by comparing
the precompetency assessment score with the-pastpetency assessment score;

Role Asgssment Measurement Systénseda measurement instrument to queatively
determine if the first line leader performed their daily tasks better by taking three measurements
and comparing the results; and

Key Performance Indicator Measurement Sysietdseda mixture of22 quantitative and
gualitativekey performance indicators to determine if there has been an improventeshin
andorganisational performance.
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3.2 Investigational Process Flow Diagram
Figure 16 - Investigational Process Overviegepicts
followed to answer the central research question.

the investigational process that was

Guided Create Problem
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Figurel6 - Investigational Process Overview

3.3 Implementation Approach
The conceptual framewonkas implemented through a four phased approach described in

Figurel7- Conceptual Framework Implementation Appraath overview of he four phases
of theapproachs described below:
1. Research and desigri the gahering of data anéhformation required fothe day

planner and competency profile to select and developoimpetency, role and benefits
assessment tools and to customise the training material to align with company specific

content;

2. Assessi the intial assessmestof the first line leaders and baseline operational
performance;

3. Coaching and training i the exeation of the classroom training and-tre-floor
coaching; and

4. Post intervention assessmerit a repeat of the initial assessments to measure change

in competency leveland operational performance.
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Objectives

Key
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Assess first line leaders
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Obtain organisational
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Assess first line leaders
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Baseline
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and develop day planner

Provide feedback to
each first line leader and
line management

Assess first line leaders
against day planner —
First

Develop and review
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Assess first line leaders
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Second
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Determine baseline g
operational
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Figurel7 - Conceptual Framework Implementation Approach

3.3.1 Phase- Research and Design

—

|

Post intervention
assessment

Evaluate the changes in
competency levels and
performance

Repeat competency
assessments

Assess overa
operational
performance

Determine benefits
achieved

In the Research and eBign phase, an tml investigation wasconductedto obtain

organisat o n a | specific information r el
Information pertaining to the first line leader role was also obtaanddeviewed

ated t o

Observations were conducted over a period of two weeks across eight first line leadees and t
information was captured in a day planner observation log sheet for ar{absiappendix

First Line Leader Observationsrhe information that was obtained was reviewed with line
management, human resourceresgntatives and the first line leaders to ensure validity. The
tasks and the tools where then structured and standardised to form a day planner that can be
used to standardise the way that the first line leaders manage thdiFigare 18 - Day

Planney.
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Day Planner Structure Day Planner Tools

Queue Report Visual Performance
Capacity Plan Management Boards
Prepare for Shift and Daily Review Work Force * Age Analysis &
Meetings Management System  Volumes
Performance Stats + Corrective Action Log

7:45-08:00 —

SIC Meeting Agenda « Visual Performance
8:00-08:15 — Conduct Daily SIC Meeting Corrective Action Log  Management Boards
* Performance Stats

Team Meeting Visual Performance
Agenda Management Boards

8:30-09:00 el L7 Ul 1 22 Corrective Action Log+ Performance Stats

Visual Performance Age Analysis & Volumes
Management Boards  Corrective Action Log

Conduct on the Floor Active

Supervision Walk-The-Floor Performance Stats

Checklist Short Interval Control
SLA's Checklist

15:30-16-00— Conduct Shift Transition Meeting C;?g:t:-\rfr:aa:;?oitifgs
16:00-16:30‘{ Conduct Pre-End Shift Preparation C;?S;:\Zaggﬁoitigsgs

Figurel8- Day Planner

9:30-15:30 —

The company philosophy and objectives together with the day planner informatieristing

role definitions weraised to determine the role objectives andetigy a competency profile.

The competency profil e wa@orthe detailed cbmpatencyii L e a d
profile seeappendixFirst LineLeader Observations

OBSERVATION LOG SHEET

"DAY PLANNER"

FIRST LINE LEADER "DAY PLAN" CONTENTS
PREPARE FOR SHIFT & DAILY REVIEW MEETINGS
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Extract the performance data and update assignments codes onto the Agent Visual
Performance Board (Cubicle per Agent)

Performance Data:

- Office Housekeeping (Adherence Code)

- Noise Monitoring (Adherence Code)

- Previous shift Inbound, Outbound & Mail performance confirmation
- Available vs. Not Available capacity for the day

- Identification of work queue status at the beginning of shift

- Review of due Action log items

- Add new Corrective Actions confirmation

Prepare lost capacity performance data against each Agent.
-Communicate downtime codes with each agent

-Consolidate overall lost capacity team performance and define corrective action required

Prepare for the SIC Meeting:
- Review due action log items
- Prepare availability assessment:

* FLL needs to present how they managing lost capacity due to personnel or Agent
not being at work: announce lost capacity in terms of downtime codes collected
against each individual / Agent.

* FLL needs to demonstrate how he / she is managing lost capacity related to
Agents shift utilisation "compliant to schedule in terms of planned work hours"

This includes break time / unavailable codes - Login / Logout report

Assess Agents call turnaround times "Any call that exceeds 10minutes" needs to be
accompanied by a queue work down report prepared for SIC Meeting

Set expectations to each Agent of what is to be achieved in terms of: Quantity, Quality & Time
including shift conduct behaviour availability

(time attendance, breaks...etc.)

Set the Context (i.e. Big Picture) for the tasks.

Communicate the purpose and intended outcomes of the tasks

Explain the Quantity of the output required

Describe the Quality necessary

Confirm the Resources available

Set a specific time for completion & follow-up on progress against plan

Give detailed instructions i communicate the specific methods & process to be used.
How do | confirm that requirements have been understood by Agent.
Agree on the task at hand with the individual Agent

Review and prepare corrective action logs

CONDUCT DAILY "SIC" MEETING
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Announce Corrective Action Items status feedback making use of the Corrective Action Log.
This includes:
*Previous Shift Productivity Results including variances
*Availability management (Absentee/Planned and Un-planned Leave)
Daily Assessment Report
*Login / Logout Report
Daily Timekeeping Control
*Capacity Balancing Report
(Perceived Overtime Requirement Forecast)
*Daily Weekly Operating Report Productivity per Agent

Attendance and timekeeping: Give feedback about the day plan starting with announcing who
is at work, who will be late, how many agents are available....

Review previous shift (agent utilisation, services levels, abandon rate, transfer rate, call
volumes), understand the deviations, why & what action was taken (have Previous day SIC /
Visual Management Board.

Emphasise outstanding actions progress review as per Action Log listed items

CONDUCT DAILY TEAM MEETING
Provide feedback to Agents based on the outcome of the SIC status meeting
Announce queue status imbalances action of previous shift performance per Agent

Inform / make follow up to Team about:

- Leaning Topic of the week

- Publicly display information that will enhance performance visibility, to promote peer to peer
competitiveness to enhance communication and high performance culture awareness.
Communicate learning topic for the week

- Discussed and shared from management during strategic meeting.

- FLL is required to review Agents performance incorporation with the Learning Topic for the
week(Update codes adherence to the communication).

Evaluate & reinforce action log expectations of appropriate agent performance habits and
behaviour

Discuss learning topics with each Agent

Circulate daily / weekly matrices with the following supporting information:
Individual / Agent Productivity Trend Analysis

Rework Trend Analysis

Quality Analysis

SLA Trend Analysis

Evaluate feedback provided by Agents on the general column.
Review action items, record and agree timeframe on new action items to remove any barriers
to achieving the shift plan.
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"On The Floor" ACTIVE SUPERVISION

Monitor performance to plan and record det
onto the Agents Performance Visual Log

Monitor performance to plan and assist in addressing variances "Making use of a Short
Interval Control Log"

Review and update Action Log items onto the Business Unit Performance Board

Assign detailed instructions per Agent on how tasks are to be performed and when will | make
a follow up during the shift.

Exercise: What is it that | need to check and communicate when | coach and supervise
Agents on how to execute tasks during shift.

monitor, keep in touch, follow-u p and make adjustments to pl
Aundernsdi ng varianceso and Ataking correct.

Have a Short Interval Contr ol checklist on
are on track "per hour interval" and are progressing to the plan

Prepare Walk the Floor check-list in order to cover key points during the follow up, remain on
track with specifics.

Record any new actions required on the Action Log and Follow Up record.

Carry out the Walk the Floor at least 4 rounds a day (between 09h30 & 15h30), using Active
Supervisory Behaviours and assessing the specifics of the process against Plan - Actual 1
Variance

- Making Assignments

- Giving Direction

- Following Up

- Provide Feedback

- Coaching & Support

- Solving Problems

- Report and Review Performance

Al ndi vi dw@d ; foDdug@wyo c:antGoOm 0

Analyse shift progress performance in-regards to Incoming Calls, Queries agent floor conduct,
client correspondence together with Work-Force Management Leader and MIS Specialist
every shift 2hrs interval

CONDUCT SHIFT TRANSITION MEETING

From 15h30 Shift Transition Meeting is carried out between FLL & the BU Manager. The
morning results are reviewed. Focus on Utilisation, Service Levels & Abandon rate. Barriers
encountered are discussed and action plan is recorded for inclusion in the following days plan

PRE-END SHIFT PREPARATION

Pre-plan outstanding Activity List items actions progress review as per Action Log listed items.
Prepare for next day.
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Competency Profile The purpose of this profile wae plan, lead, organise, @rcreate the

culture needed to execute on the organisations strategic objectives.
The objectives of the profile were:

To lead teams;

To create the climate necessary for teams to deliver
To manage people;

To manage capacity

To manage cost

To manage antinprove operationsand

= =4 4 4 A4 -2 -2

To manage the teamsdé performance.

A set of 9 essential and 3 desirabtanpetencies were selectidt wasnecessary to achieve

the competency profilebjectivegTable4 - Selected Competencies

Essential Competencies Desirable Competencies | Less Relevant
Competencies

1 Delivering Resultsand | Adapting and 1 Persuading and
Meeting Customer Responding to Change Influencing
Expectations 1 Following Instructions

and Procedures
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Deciding and Initiating
Action

Leading and
Supervising

Planning and
Organising

Adhering to Principles
and Values

Working with People
Coping with Pressures
and Setbacks
Achieving Personal
Work Goals and
Objectives

Analysing

1 Relating and

Networking

Presenting and
Communicatig
Information

Writing and Reporting
Applying Expertise and
Technology

Learning and
Researching

Creating and Innovating
Formulating Strategies
and Concepts
Entrepreneurial and
Commercial Thinking

Table4 - Selected Competencies

The competency assessment tools were selected and customised based on the desirable and

essential competencies that were identified. The three assessment too3cagpational

Personality AssessmenDP@B2), Wave Performanc860° (360°) and Assessment Centre

(AC), with the latter consisting of role play andtray components.

The development of the role assessment tool was based on the six components of the day

planner namely:

= =4 4 A4 A 2

The assessment tool made provision for three ratings over the assessment period to establish a

Prepare for Shift and Daily Review Meetings
Conduct Daily SIC Meeting

Conduct Day Team Meeting

Conduct on the Floor Active Supervision
Conduct Shift Transition Meeting

Conduct PreeEnd Shift Preparation

baseline and two further assessmentsatck progress.

Existing training modules wereustomised to align with the specific competency and role

profile. The arriculum was designed based existing materialvith additions.The content
and outline of the training modules are described below:

Module | Aim

Competencies Addressed

Content

Module 1

Creating a shared
vision in teams

1 Formulating strategies

and concepts

f Roles and
responsibilities of
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Presenting and
communicating
information
Persuading and
influencing

first line leaders
Competenciesral
capabilities
Unpacking the
company vision,
mission and strategi
priorities
Accountabilities and
responsibilities

The impact of

| eaders o
performance and
behaviour at work
Providing direction
and purpose

Module 2

Ensuring aligned focus
amongteam members

Entrepreneurial and
commercial thinking
Planning and
Organising

Leading and
Supervising

Understanding and
working with
scorecards
Authority in the
execution and
cascading of
performance goals
Goal setting and
SMART goals
Dealing with
obstacls
Contracting
performance with
individuals

B-Style leadership

Module 3

Cultivating a leadershij
culture that inspires
team members

Adhering to principles
and values

Deciding and initiating
action

Adapting and
responding to change
Coping with pressure
ard setbacks

The role of a first
line leader as a
climate creator in the
workplace

Qualities of admired
leaders

The link with the
company®6s
Conduct and
Leadership
Philosophy
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Understanding
assertiveness
Assertiveness skills

Module 4

Successfully eraging
all team members in
daily work

Working with people
Relating and
networking

Writing and reporting

Creating
involvement and
buy-in

Short Interval
Control a
pl aced an
Afchall eng
environme
Questioning
techniques
Managing
externalisatiorand a
blaming culture
Decisiormaking
styles

Conflict resolution

continuously improve
their work

Applying expertise and
technology

Analysing

Creating and
innovating

Delegation
Module 5 | Enabling team Following instructions Unpacking
members to and procedures productivity

Planning techniques
Supervisor Day
Planner

Rootcause analysis
Problem solving
Company policies
and procedures

Module 6

Optimising individual
and team performance

Learning and
researching
Delivering results and
meeting customer
expetations
Achieving personal
work goals and
objectives

Performance
management
Behavioural rating
pitfalls
Performance and
behavioural
assessment

The feedback and
repositioning cycle
Poor performance

Table5 - Training Module Outline
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The benefits realigtion model(Figure 19 - Benefits Realisation Modglwas designed to
measure three key areas:

1 The competency assessment scores to measure a change in inherent capabilities;

1 The role assessmentmes to measure a change in how well the required tasks are
executed; and

1 The key performance indicators per business area to measure the operational
performance of the business areas.

Pre Competency 3 Role Assessment post Competency
Assessment Scores Scores Assessment Scores

25

20

15 /
/ —=FLL Effectiveness

—Team Effectiveness
10 /

Organisational Performance

Base Line Performance Intervention New Performance
5
0
[on I o N Y A O I o I N Y o N ¥ I T o O o T o T o 0 O o 0 B o 0 N 0 T o 2 )
A I U r BT e B B T A T
— > C |5 By o o+ = o c O — — > £ = [-T -
=% 3 [ T O =1
<2 32"230288s<s2-28
1 i # T L AT
%é%%%%
E § E gég g g KPI New Performance for
KPI Base Line Performance for 3 aaaaa Apr —Sep 2013
N W R Vo

Apr —Sep 2012

Figurel9 - Benefits Realisation Model

An overall preconpetency assessment score wasained during the assess phase and a
overallpostcompetency assessment score during the post intervention assessment phase. The
pre-assessmersicorewascompared to the posissessmersicoreto determine anyl@anges

The role assessment scores webtained during the intervention. The baseline seoas
obtainal before the intervention startedth two additional measuremerdbtainedduring the
intervention. The scores wetempared with each other to detemethe change.

Existing key performance indicatorthat werein place in theorganistion wereusedto
determine a baseline before the execution of tiasming and coachingThe baseline
performancewas calculated per indicator using the average overntioathsof April to

Pageb6 of 126



September 2012. The periods in the beginning and the end of thegreaaxcluded due to
anomaliesthat were identified anthat wouldskew the average§.he same performance
indicators will bemeasured over a six month period afteg thtervention from April to
September 2013 to determine if the targets that were set could be achieved and maintained.

Table 6 i Performance Indicators per Business Abedow provides an overview dhe
performarce indicatorghat were identified per business area:

Business Area Performance Indicator
SOS Inbound Day Service Level
Night Service Level
Abandonment Rate Day
Abandonment Rate Night
Quality
Net PromoterScore
Agent Score
Schedule Adherence
SOS Glass Day Service Level
Abandonment Rate Day
Quality
Net PromoterScore
Agent Score
Schedule Adherence
Document TurnAroundTime
Processing Centre | Quality

Requirements TurnAroundTime
Management Quality
Immediate TurnAroundTime
Resolution Quality

LEO

Net PromoterScore

Internal Agent Score
Table6 ¢ Performance Indicators per Business Area

3.3.2 Phase- Assess

The first line leaders were assessed against the essential and desirable competencies. The
reaults were processed and feedback was provided by a psychologist to the first line leader
coachand his/her line manager.

The coaches also performed a baseline role stssed. The feedback was provided to each
first line leader and his/her line manager.
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The results from the assessments and the theory and tools from the training were used to
develop a coaching plakifure20- Coaching Plan The assessment scores for each individual
form the different assessmemisre taken into account to ensure that more focus will be placed

on low scoring components during the coaching.

Week1 Week 2 Week 3 Week 4

Coach Operations Management Skills

Week 5 Week 6

Implement Day Planner

Implement SIC, Meeting Agenda’s , Visual Management and Corrective Action Log Individual
Development

Plans
Address Address
S Card Add lit Add lit:
core Lards Availability Utilisation el LY 155 OUEL

1
Address Root Cause Root Cause
S.M.A.R.T Goals Efficiency Analysis ) Analysis
Problem Solving Problem Solving

First Role Second Role
Assessment Assessment

Planning and Time Management

I ——
Coach Soft Skills

Handover

Bumper Sticker )
and Clarity of Leadership Communication

Purpose and Cultures:

irecti Assertiveness
Direction ’ - Touch Up
Body Language Conflict
B Style Resolution
Leadership

Figure20- Coaching Plan

The baseline performaneeascalculated pekey performancendicator using the average ave
the monthof April to September 201fr each key performance indicator

Table 7 - Baseline and Target Performance Indicatoetow provides an overview dhe
baseline andarget performance levels for each keyformance indicatgrer business area:

Business Area Performance Indicator Baseline Performance Target Performance
SOS Inbound Day Service Level 77.79% 85%
Night Service Level 94.60% 90%
Abandonment Rate Day 3.19% 3%
Abandonment Rate Night 1.82% 3%
Quality 77.83% 90%
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Business Area Performance Indicator Baseline Performance Target Performance
NPS 24% 55%
Agent Score 8 9
Schedule Adherence 83% 90%
SOS Glass Day Service Level 78.60% 85%
Abandonment Rate Day 3.43% 3%
Quality 80% 90%
NPS 22% 55%
Agent Score 8 9
Schedule Adherence 82% 90%
Document TAT 8 Hrs 4 Hrs
ProcessingCentre Quality 96% 100%
Requirements TAT 88% 80%
Management Quiality 98% 90%
Immediate TAT 10 Hrs 24 Min 8 Hrs
Resolution Quality 92% 90%
LEO 1.74% 0.5%
NPS 59% 60%
Internal Agent Score 8.57 8

Table7 - Baseline and Target Performance Indicators

3.3.3 Phasez Coaching and training

Thetraining was failitated and delivered over a tweeek period to accommodate two groups.
This limited the impact on operations as it allowed for half of the first line leaoldrs in
training and the other half to look after operations. Each training cycle took four days to
complete. The coaches also completed the training with the first line leaders to build a
relationship with the delegates that they will be coaching andtesrdine any topics that will
require specific attention during the coaching.

The coaching started immediately after the training was compl@tesl coach was assigned
to five first line leaders. The coaching took plawer fiveweeksin the work place, vwh daily
interactions with the coach focusing a@waching topicsand individual strengths and
development area3he coaching cgeredtwo main topics namely hard operations skills and
tools and soft skills.

Hard Operations skills:

1 Implement Day Planneri The day planner was implemented over five weeks and
each firstlineleadesd di ary was adjusted to foll ow
were made by deviating from the suggested time line, but the activities still had to be
completed by the first Imleader, just at a different time that was more suitable.
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1 Implement Short Interval Control, Corrective Action Log, Meet i ng Agenda
Visual Managementi Short Interval Controls were implemented and wemdormed
several times per shift and combined hist analysis, identification of future risks
and proactive action plannitggether with the corrective action log that was managed
per interval reviewT he meeting agendads for the rel.
ensure that the correct topics weosered during the meeting. The visual management
boards were updated during the short interval controls to provide visual feedback on
progress, highlight issues and it also providadpportunity for the first line leader to
address poor performance wehch individual.

1 Score Cardsi First line leaders had to take the busireesge car@nd cascade it down
to departmental, team and individual scorecards.

1 S.M.AR.T. Goalsi The first line leaders had to make sure that the goals on the score
cards were Spp#fic, Measurable, Adaptable, Realistic and Tibased.

1 Planning and Time Managementi The first line leaders had to plan how they will
keep to the day planner, delegate activities, steer clear of interruptions and dump time
wasting activities. They folloed a simple process of Do, Dump, Delay or Delegate.

1 Address Availability i The first line leader analysed the number of hours that each
individual was supposed to & work and addressed deviations to ensure that all
individuals were at work for the regad hours and ready to work.

1 Address Utilisation i The first line leader analysed the actual hours logged in and
worked and addressed deviations to ensure that the required number of production
hours per individual were achieved.

1 Address Efficiencyi The frst line leader analysed the actual time per transaction to
ensure that these were completed at the required rate. Constant deviations were
addressed with individuals to determine if training was required.

1 First Role Assessment The first role assessmewas completed after two weeks of
coaching on the day planner. Feedback was provided to each indigiddadine
managenon areas that were not satisfactory.

1 Address Quality, Root Cause Analysis and Problem Solvinig The first line leader
analysed qualitfailures and applied the pareto principle to identify and address the top
issues through root cause analysis and a structured problem solving process.

1 Second Role AssessmenThe second role assessment was completed after four weeks
of coaching on the daglanner. Feedback was provided to each individunal line
managepn areas that were not satisfactory.

Soft Skills:

1 Bumper Sticker and Clarity of Purposei The first line leader had to design a bumper
sticker that cledy explains what contributionttee am makes to t he con
and strategyand what justifiesthe eamés exi st ence in the bus
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1 B-Style® Leadershipi The first line leaders had to apply&yle® decision making
to ensure accountabilityFigure21 - B-Style® Decision Makiny

1 Communication 7 First line leaders had to apply the effective listening and
communication skills that were taught in the training.

1 Conflict ResolutionT First line leaders had to apply the conflict resolution priesip
that were taught in the training.

1 Touch UpT1 The soft skills were revisited and areas where the first line leaders were
not comfortablevith were addressed.

The leader ensures that the
decision is effectively

Interaction between the leader and implemented:
followers/team members. + Ensure means and abilities.
+ Analyse the different options - Recognition.
« Explain to ensure understandin . i i
The leader thinks through EvZIuate the different options : CoaCh'”Q e mentorng
the problem/task/situation — P » Counselling.
on his/her own. . Pr|or|t|se - o +  Corrective action — firm,
+  Give recognition for contributions but fair, disciplinary action.
Step 1: Step 3: Step 4: Step 5:
Think Discuss Decide Implement
+ The leader outlines the problem The leader makes the final
+  Ask team members for their decision - and explains
suggestions and opinions his/her reasoning

+ Stimulates participation and new ideas,
but otherwise keeps quiet and listens
attentively and open-mindedly

Figure21 - B-Style® Decision Making

Individual Development Plans anl Hand Over:

An individual development plan was develogéulividual Development Plan Exampleer

first line leader based on the role assessment results, observations during the coaching and the
competency asseasent results. These were formerly discussed with the first line leader and
his/her line manager, together with a Human Resource Development resource. The
development plan was handed over to the organisation for impldmanta

3.3.4 Phasez Post intervention as sessment

The competency assessments wegpeatedo determine changes in the first line leaders
inherentcapabilities. The repeat of the competencgasments had to beerformed 1612
months after the first assessment to ensure that results are niidaning
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The key performance indicator data was collected processed on a monthly basis for six
months after the coaching was completed.
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4 Chapter 4 - Investigational Results and Analysis
Theresearchused three measurement systems namely:

1 Competency Asses@nt Measurement SystemJsed three measurement instruments
(OPQ, 360° and ACho quantitatively determine if the inherent capabilities of a first
line leader improved by comparing the jme@mpetency assessment scongth the
postcompetency assessmenbiss;

1 Role Assessment Measurement SystémUsed a measurement instrument to
guantitatively determine if the first line leader performed their daily tasks better by
taking three measurements and comparing the results; and

1 Key Performance Indicator Measurent Systenm Useda mixture of22 quantitative
and qualitative performance indicatorstetermine if there has been an improvement
in organisational performance.

The theoretical propositions of this research were that improved capabilities and operations
management skills should lead to improved first line leader effectiveness which should drive
improved team effectiveness and should result in improved organisational perforiaesee.
theoretical propositions are depicted kigure 22 - Graphical depiction of theoretical
propositions

Improved

Organisational
Performance

Improved
capabilities

Should Should

Improved resultin resultin

operations
management skills

Improved First Line
Leader
Effectiveness

Improved Team

Drives Effectiveness

Figure22 - Graphical depiction of theoretical propositions

Jick (1979 p.603 states thattResearchersan improve the accuracy of their judgments by
collecting different kinds of data beariogn t h e s a me. Onelofehe fivenimpodantd
components of case study research design is the logic linkirge afata to the propositions
(Kohlbacher, 200b The data triangulation matrix below provides a vawthe link between
the data collected and the theoretical propositions as well as the frequency and duration.
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Theoretical
Proposition

Competency Assessment Measurement System

Pre & PostOverall
Group Average Score

Pre & PostOverall
Individual Scores

Pre & PostOverall
Integrated Scores per
Competency

Improved first

Did the group of first

Did the individual

Did the relevant

line leader l ine | eade|first | i nelcompetenciesimpro?e

effectiveness capabilities improve | inherent capabilities

Pren=7 improve?

Postn=7

Frequency 2 assessment tests | 2 assessment tests | 2 assessment tests

Duration 1 test in January 2013| 1 test in January 2013 1 test in January 2013 and
and another in and another in another in Feruary 2014
February 2014 February 2014

Theoretical Role Assessment Measurement System

Proposition Overall Group Role Individual Role Role Assessment scores p|

Assessment scores peg
Day Planner Category

Assessment scores p
Day Planner Category

Day Planner Category

Improved frst

Did the group of first

Did the individual

Did the scores per day

line leader ' i ne | eade|first | i nelplannercategoryimprove?

effectiveness of tasks in the Day execution of tasks in

n=238 Planner improve per | the Day Planner
Business Area? improve?

Frequency 3 assessments 3 assessments 3 assessments (Baseliné, ]
(Baseline, and 29) | (Baseline, ¥and 2¢) | and 29)

Duration 1 day for each 1 day for each 1 day for each assessment
assessment per first | assessmentep first over a period of 5 weeks
line leademover a line leader over a
period of 5 weeks period of 5 weeks

Theoretical Key Performance Indicator Measurement System

Proposition KPI Baseline KPI Target New KPI Performance
Performance Performance

Improved team | What was the baseling What should the Did the peformance per

effectiveness performance per KPI | baseline performancel KPI for the teams and

n=90 for the teams and per KPI for the teams| business area improve

and business area before | and business areade

Improved the interventiofa

organisational

performance

n=>5

Frequency Monthly Once Off Monthly

Duration 6 months from Aprii | Set before 6 months from April
September 2012 intervention September 2013
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4.1 Competency Assessment Measurement System

4.1.1 Results

One of thelimitations of this research was tiperiod required between one competency
assessment and the neRarticipants in the research may leave the program or organisation,
which will prevent a before and after competency assessment result comgdarigsbese
individuals.

The precompetency assessments were conducted with 8 cases and ttenpostency
assessments were conducted wittages. One case transferred to another department shortly
before the postompetency assessmeritdie individual sores for the case that transferred
was not taken into account with the calculation to compare the pre and post scores.

Barrat et al, (2011, p.3319uggested that-240 cases should be sufficient.

Figure 23 Preand PostOverall Individual Scores vs. Pend PostOverall Group Average
provides a view on how the pre and post scores compare to each other for the essential and
desirable competencies. The graph provides a view on tharmigostoverall group average

and the preand posindividual scores.

The pe-overall group average was 7.2&mpared to the posiverall group average 8£19

10.00

9.00

8.00
7.00 -
6.00 -
mmm Pre-Overall Individual Scores
500 - [ Post-Overall Individual Scores
== Pre-Overall Group Average
4.00 1 == Post-Overall Group Average
3.00 -
2.00 -
1.00 -
0.00 - T T

FLL 1 FLL 2 FLL 3 FLL 5 FLL 6 FLL7 FLL 8

Figure23 Preand PostOverall Individual Scores vs. Paad PostOverall Group Average

Figure24 - Overall Integrated Scores per Competepoyides a view on the integratpde-

and postscores per competency for all the first line leaders for all the assessment tool results.
For individual scores per competsnrefer toappendixIntegratedSummaryScores per
Competencyer Individual
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Relating and

Following
Instructionsand
Procedures |

Adapting and

Networking

Delivering Results
and Meeting
Customer
Expectations

10 Deciding and

Initiating Action

Leading and
"\ Supervising

Responding to {
Change

Analysing

Objectives

Achieving Personal /
Work Goalsand

Working with People

Coping with
Preassure and
Setbacks

\ Planning and
| Organising

Adhering to
Principles and Values

====Pre-Overall Average

====Post-Overall Average

Figure24 - Overall Integrated Score

s per Competency

4.1.2 Analysis
Theoretical | Competency Assessment Basurement System
Proposition | Pre & PostOverall Group | Pre & PostOverall Pre & PostOverall Integrated
Average Score Individual Scores Scores per Competency
Improved Did the group of first line | Did the individual first | Did the relevant competencies
first line | eadersd inlline | eader]|improve?
leader capabilities improve? capabilities improve?
effectivenesg
Pren=7
Post n =7
Analysis The postoverall group aveige increased with 0.94 from 7.25 to 8.19

All of the first line leaders improved arlde improvement ranged between 1% &30
as indicated below:

First Line Pre- Post %

Leader Score | Score Difference | Change
FLL 1 7.43 8.41 0.98 13%
FLL 2 7.80 7.89 0.09 1%
FLL 3 7.46 8.19 0.73 10%
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FLL 5 4.92 7.55 2.63 53%
FLL 6 8.12 8.46 0.34 4%
FLL 7 7.47 8.75 1.28 17%
FLL 8 7.54 8.09 0.56 7%

All the competencies improved. The minimum improvement was 2% and the maxi
20% as indicated below:

Pre- Post

Overall | Overall %
Competencies Average | Average | Difference | Change
Delivering Results and Meeting
Customer Expectations 7.05 8.47 1.42 20%
Deciding and Initiating Action 7.31 7.44 0.13 2%
Leading and Supervising 6.47 7.17 0.70 11%
Planning and Organising 7.13 7.58 0.45 6%
Adhering to Principles and Values 7.92 8.63 0.71 9%
Working with People 7.54 8.89 1.35 18%
Coping with Pressure and Setbacks 7.17 8.43 1.26 18%
Achieving Personal Work Goals and
Objectives 7.21 8.45 1.24 17%
Analysing 7.16 7.61 0.45 6%
Adapting and Responding to Change 7.24 8.31 1.08 15%
Following Instructions and Procedures 7.12 8.48 1.36 19%
Relating and Networking 7.66 8.82 1.16 15%

The hypothesis tests below will determine if sufficient evidence is present to conclude that the
differences in the pre and post score meansindividuals and for the competencies are
significant. Onetail t-tests were used for both the individual and competency results with the
entire alpha risk on the right tail to determine if the post score means are greater than the pre

Score means.

The following test statistic and distribution wased:

X1-X2

t=

f%+é\,[(n1 -1)s124+(n2 —=1)s22— (n1+n2 -2)]

t distribution with Degrees of Freedontp £¢ C.

The sample sizes were fixed due to the number of participants in the research and the number
of competencies that were selected and te3teel .following procedure was followed due to
the fact that the sample s&z@erefixed in advance:
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a b wnhpPEo

Statethe practical problem.

State the null hypothesis and alternate hypothesis.
Choose a value for alpha.

Choose the test statistic for testing the hypothesis.
Determine the rejection region for the test.

Obtain data, compute the test statistic, and companathe to the rejection region to

decide to reject the hypothesis or not.

Draw the practical conclusion.

Individual Scores

State the
problem.

practicg

Did the group of first |line
The concern is therefore to shovatlthe post scores are higher
than the pre scores and that the difference is statistically
significant.

State the nu
hypothesis an(
alternate hypothesis.

Ho: Mlpost =|Upre
Ha: [lpost >Llpre

Choose a value fg 0.05

alpha.

Choose the tes Degrees of freedom =nl + p2
statistic for tsting the| Test Statistic=7 + 72 = 12
hypothesis. Test Statistic = 1.782
Determine thg t>1.782

rejection region for thg
test.

Obtain data, comput
the test statistic, an
compare the value
the rejection region t
decide to reject th
hypothesis or not.

PostOverall Pre-Overall Individual
Name | Individual Scores (n1) | Scores (n2)
FLL1 8.41 7.43
FLL 2 7.89 7.80
FLL 3 8.19 7.46
FLL5 7.55 4.92
FLL 6 8.46 8.12
FLL 7 8.75 7.47
FLL 8 8.09 7.54
Mean 8.19 7.25
Std
Dev 0.3964 1.055
T8O T
T® O (
t=2.76
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wjjt Region
|

1 1 2 f 3

1.782 2.76

Draw the practical

t = 2.76 which falls irhe rejectegion for Ho. Therefore sufficier

conclusion. evidence is present to conclude that the post scores per indiv

are higher than the pre scores per individual
CompetencyScores

State the practicg Did the relevant competencies improvid® concern is thereforg

problem. to show that the post competency scores are higher than the
competency scores and that the difference is statistically
significant.

hypothesis an(

alternate hypothesis.

Ha: post >Llpre

Choose a value fg 0.05

alpha.

Choose the teg Degrees of freedom =nl + p2

statistic for testing th{ Test Statistic = 12 + 122 = 2

hypothesis. Test Statistic = 1.7

Determine thg t>1.717

rejection region for thg¢

test.

Obtain data, comput

the test statistic, an Post Pre-
compare the value Overall Overall
the rejection region t( | Competencies Average Average

decide to reject th
hypothesis or not.

DeliveringResults and
Meeting Customer

Expectations 8.47 7.05
Deciding and Initiating

Action 7.44 7.31
Leading and Supervising 7.17 6.47
Planning and Organising 7.58 7.13
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Adhering to Principles and
Values 8.63 7.92
Working with People 8.89 7.54
Coping with Pessure and
Setbacks 8.43 7.17
Achieving Personal Work
Goals and Objectives 8.45 7.21
Analysing 7.61 7.16
Adapting and Responding tq
Change 8.31 7.24
Following Instructions and
Procedures 8.48 7.12
Relating and Networking 8.82 7.66
Mean 8.19 7.25
Std Dev 0.5786 0.3558
T80 T
T® Y (
t=5.449

Ho Reject Region

-1 0 1 2 3 4 5
1717 5.449/'

Draw the practical
conclusion.

t = 5.449 which falls in the rejeotgion for Ho. Therefore
sufficient evidence is present to conclude that the post
competency scores are higher than the pre competency.score¢
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4.2 Role Assessment Measurement System

4.2.1 Results

The overallgroup role assessment results represent the aveyemgressper day planner
categoryfor all the first line leaders over the fiveeeks of coachingzigure25 - Overall Role
Assessment Results per Day Planner Categayides a view on the progress between the
baseling 15t and 29 role assessmentSeeappendixindividual Role Assessment Results per
Day PlannecCategoryfor detailed individual results.

Prepare for Shift and Daily
Review Meetings
5.0
45
A0
35
30

Preparation
s=p==Baseline
o=l ] 5t Assess
2nd Assess
Conduct Shift Transition |~ | Conduct Daily Team
Meeting ' Meeting
Conduct on the Floor
Active Supervision
Figure25 - Overall Role Assessment Results per Day Planner Category
4.2.2 Analysis
Theoretical Role Assessment Measurement System
Proposition Overall Group Role Individual Role Role Assessment scores pj
Assessmergcores per Assessmenrdcores perl Day Planner Category
Day Planner @tegory Day Planner Category
Improved first | Did the group of first line | Did the individual Did the scores per day
line leader | eader 6s exdqfirst | i n e plannercategoryimprove?
effectiveness | in the Day Planner execution of tasks in
n=238 improveper Busines the Day Planner
Area? improve?
Analysis The average improvement for SOS Inbound was 27%, SOS Glass was
Immediate Resolution was 67%, Docent Processing Centre was 54% i
Requirements Management was 75%.
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The data indicates that all of the first line leaders ingtieeip improvedn the way
that they execute their tasks in the day planner. The improvement percentage
from 23% to 75%per individual as indicated below.

First Line Leader Business Area % Change

FLL1 SOS Inbound 25%

FLL2 SOS Inbound 29%

FLL3 SOS Glass 23%

FLL4 Immediate Resolution | 74%

FLL5 Immediate Resolution | 60%

FLL6 Document Processing | 54%
Centre

FLL7 Requirements 75%
Management

FLL8 SOS Glass 29%

All the categories on the day planrgrowed improvement (See belowyith
Conduct on the Floor Active Supervision showing the highest improvement by
followed by Prepare for Shift and Daily Review Megsnwith 43%. Conduct Pxe
End Shift Preparation showed the lowest improvement by 29% followed by C¢
Daily SIC Meeting with 34%.

Day Planner Category Baseline | 1st 2nd Change| %
Assess | Assess Change

Prepare for Shift and Daily| 2.4 2.9 3.5 1.0 43%

Review Meetings

Conduct Daily SIC Meeting 2.7 3.0 3.6 0.9 34%

Conduct Daily Team 2.3 2.7 3.2 0.9 39%

Meeting

Conduct on the Floor Activ( 2.0 2.7 3.3 1.3 62%

Supervision

Conduct Shift Transition | 1.7 2.0 2.4 0.7 41%

Meeting

Conduct PreEnd Shift 1.8 2.1 2.3 0.5 29%

Prepaation

4.3 Key Performance Indicator Measurement System

4.3.1 Results

The key performance indicat¢§KPl) measurement systeprovided results for5 business
areas This proviced a view on the overall orgaatgonal performance, but also per filise
leader or group of first line leadd(ise. team performance)

For detailed information on each key performance indicator per business area refer to appendix
Key PerformancdndicatorScores
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SOS Inbound

Business Performance | KPI Target New KPI
Area Indicator Baseline Performance | Performance
Performance
SOS Inbound | Day Service | 77.79% 85.00% 84.20%
-FLL1 &2 Level
Night Service | 94.60% 90.00% 95.20%
Level
Abandonment| 3.19% 3.00% 2.50%
Rate Day
Abandoiment | 1.82% 3.00% 1.20%
Rate Night
Quiality 77.83% 90.00% 87.06%
NPS! 24.00% 55.00% 57.00%
Agent Score | 8.00 9.00 8.68
Schedule 83.00% 90.00% 90.00%
Adherence
Table8- SOS Inbound KPI Scores
SOS Glass
Business Performance | Baseline Target New
Area Indicator Performance | Performance | Performance
SOS Glass | Day Service | 78.60% 85.00% 74.97%
FLL3 &8 Level
Abandonment 3.43% 3.00% 4.52%
Rate Day
Quality 80.00% 90.00% 87.55%
Agent Score | 8.00 9.00 8.53
Schedule 82.00% 90.00% 89.17%
Adherence
Table9 - SOS Glass KPI Scores
Document Processing Centre
Business Performance | Baseline Target New
Area Indicator Performance | Performance | Performance
Document TAT 08:00 04:00 02:45
Processing
Centre - Quality 94.60% 100.00% 97.37%
FLL 6

Table10- Document Processing Centre KPI Scores

1 Only 3 measurement points taken (3 months)
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Requirements Management

Business Performance | Baseline Target New
Area Indicator Performance | Performance | Performance
Requirements| TAT 88.00% 80.00% 89.50%
Management
T FLL 7 Quiality 94.60% 90.00% 99.21%
Tablell- Requirements Management KPI Scores
Immediate Resolution
Business Performance | Baseline Target New
Area Indicator Performance | Performance | Performance
Immediate TAT 10:24 08:00 02:20
Resolution i
FLL4 &5 Quiality 92.00% 90.00% 88.71%
LEO 1.74% 0.50% 0.48%
NPS 59.00% 60.00% 59.67%
Internal Agent | 8.57 8.00 8.75
Score

Tablel2- Immediate Resolution KPI Scores

4.3.2 Analysis
Theoretical Key Performance Indicator Measurement System
Proposition KPI Baseline Performanc¢ KPI Target New KPI Performance
Performance

Improved What was the baseline | What should the Did the performance per

team performance per KPI for | baseline performance KPI for the teams and

effectiveness | the teamsiad business per KPI for the teams| business area improve?

n=290 area before the and business area be

and intervention?

Improved

organisational

performance

n=>5

Analysis Overall 19 (86%) of the 22 key performance indicatacsoss the 5 business are
showed improvement. 12 (55%) of the key performance indicaacked the targe
performance.
SOS Inbound

All the key performance indicators ithe SOS Inbound business area shoj
improvement. The service levels (day and t)igicreased and it was followed by
decrease in the call abandonment rate. Quality of the calls and the service p
increased and the net promoter score (WNR3ustomers rate the service they |
received) increased substantially. The schedule radbe (actual vs. planne

20nly 3 measurement points taken (3 months)
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increased which indicates that the planning and control is executed more effe:
Most of the key performance indicators in the SOS Inbound business area ri
exceeded the target performance.

Performance Indicator % Change
Day Service Level 8%

Night Service Level 1%
Abandonment Rate Day -22%
Abandonment Rate Night -34%
Quality 12%

NPS 138%
Agent Score 8%
Schedule Adherence 8%

SOS Glass

Day service levels worsenéa the SOS Glass area, and this traigb showed ir
the increase of the call abandonment rate. None of the key performance incd
reached target performance although quality, agent score and schedule ad
performance increased.

During feedback to the business area on the resuliscame evident that ne
business processes were introduced in the business area. This will expl
reduction in day service levels and the abandonment rate as it took some t
the business to stabilisé. was encouraging to see that the schedulkerence
improved during this time of instability.

Performance Indicator % Change
Day Service Level -5%
Abandonment Rate Day 32%
Quality 9%

Agent Score 7%
Schedule Adherence 9%

Document Processing Centre

Turnaround time (TAT) in the DocumemRtrocessing Centre showed a signific
improvement. The improvement in this indicator has a significant impact on th
of the processes as documents reach the agents quicker for processing, whic
should have a positive impact on overall tuouard time. Quality also increast
from an already high level, but did not reach the target performance level.

Performance Indicator % Change
TAT 66%
Quality 3%

Requirements Management

All the performance indicators in the Requirements Managemesa Ahowe(
improvement and reached the target performance. Quality also increased f
already high level.

Performance Indicator % Change
TAT 2%
Quality 5%

Immediate Resolution

3Decrease is good
4Decrease is good
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Turnaround timeand loss of economic opportunityLEO) in the Immedite
Resolution Areahowed a significant improvemeiQuality decreased but the tre
is upwards. Most of the performance indicators with the exception to quality a
promoter score (NPS) reached the target performance.

Performance Indicator % Change
TAT 78%
Quality -4%

LEO -72%

NPS 1%
Internal Agent Score 2%
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5 Chapter 5 - Investigational Results Discussion

The objective of this resedravasto determine if more capable first line leaders will manage
their resources more effectively. The dhetical propositions of this research were that
improved capabilities and operations management skills should lead to improved first line
leader effectiveness which should drive improved team effectiveness and should result in
improved organisational perfmance.

This research projectevelod,implemented, tested and evaluatecbnceptual framework
to address the theoretical propositions mentioned above.

The role assessment measurement system scores evaluated the improved operations
management skills. lle operations management skills are related to how well the first line
leader executes the joBartram (2008) states thé@t job description indicates the nature of the

work in terms of the tasks involved, its functions, methods and procedures employed an
standards of performance that is requirdthe understanding obtained from the job description

was further used to develop a day planner and standard work principles were applied to the day
planner. One of the uses of standard work is leddeel stalard work. The aim is toreate

a schedule of tasks witlttvities that must be executed at regular intervals by people on the
same level(BichenoandHolweg,2009.

Mintzberg (199) stated thatthe first line leader performs similar roles to top manag,
just within their own teands Pycraft et al (2010) stated thafthese teams use the work
processes and technology of the organisation to deliver the requirduacts and servicés

It can therefore be argued that if a first line leader exeduesisks, methods and procedures
better, then he/sheill be a more effective leader, and that the teams that they manage will use
the process and the technology of the organisation more effectively to deliver the required
products and service$he role asessment scores provided a view on whether the individual
first line leaders improved, whether the tasks within the day planner were executed better, and
whether the first line leaders within a business area impré\kethe first line leaders showed
improvement on how they execute the day planner tasks across all the busine3$isreas.
be correlated witithe improvement in the key performance indicators per businessTaesa.
author also believes that by standardising the dayplaiieader levestandard workacross
the first line leaders and business amagributed to the improvements in the key performance
indicatorsas they executed the tasks in the same way at roughly the sam@&henierepare
for Shift andDaily Review Meetings improvelly 43%, which means that the planning for the
day and the communication to the staff about operations imprdwedauthor believes that
the improvement mentioned the previous poirand the52% improvement in Conduct on the
Floor Supervision (Walking thfloor and controlling production) contributed to the overall
organisational performance improvemedhe concern that was observed during deployment
was that the first line leaders obtained new operations management skills which were not
necessarily sk known to their line managers. This could have potentially caused a risk to
progress that were made during the coaching as a line manager could have nullified the progress
made by instructing the first line leader to revert to their old ways. Thisisiuaas created
by the fact that line managers did not attend the training sessions and the context that was
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created for the first line leaders was not created for the line mantigees also expected

from the line managers to take over from the coaaftesthe coaching period came to an end

to ensure sustainability, which could have created a risk if the line managers where not familiar
with the context that was created and if they were not familiar with coaching principles. The
line managers in thengironment where the ceeptual framework was tested werery
competent and mature, and the author be&dhat this mitigated the riskentioned.

The competency assessmeneasurement systescores evalated the improved capabilities
Compeencies are@ f i n sets ofdbshaviburs that are instrumentahadelivery of desired
results (Bartram 2005, p.118)a In the business environment, these competencies are
behaviours that support the attainment of organisational objectBaasrgm 2012 p.3.
Ther ef or e, i f siaherent camabilitids imprevehdné ead e argued that ble¢

will be a more effective leader.

The hypothesis testing that was conducted in sedtib@was concerned witthe fact that the

post scores for the individuals and the competencies were higher than the préBssa@en

the results of théeststhat were performedath the calculated values were within the reject
region of the null hypothesisherefore suffiient evidence wapresent to conclude that the
postscores werbigher than the pre scoris both the individual and competency scofese

of the eightpre-assessmentases(FLL5) scored marginai moderately low. Theoretically
speaking this first linéeader should not be considered to be in the position as the probability
for this person to deliver the desired results will be IBwrdjian et al (2014) states that leaders
struggle to transfer even their most powerfulsfé experiences into changkdhaviour on

the front line. Kolb's Egeriential Learning Theory (McCarthy, 2018dines experiential

| ear nithegprocess witereby knowledge is created through the transformation of
experience. Knowledge results from the combination of grasping tearsforming

e X p er iTaen Immdiiate Resolutiobusiness area which FLL5 managsdowed a
significant improvement in their key performance indicatdise author beliees that the
improvement acrosall the first line leadersand in particular in FLLSan be explained by the

fact that a coach assisted the first line leatieimplement their new skills in a performance
environment and that the first line leader received positive feedback from the performance
environment, which caused the individual tatpeith old ways, causing them to change their
behaviour, and accepting the new way of doing thiddsthe competencies showed an
improvement after the engagement and the author believes that this enabled the competency
profile which was to plan, leadrganise and create the culture needed to execute on the
companyo6s strategic objectives.

A further proposition was thahore effective first line leaders should drive improved team
effectiveness and should result in improved organisational performiarcan therefore be
argued that tearand business aresdfectiveness can be measured in terms of organisational
performance. The key performance indicattgasurement systestores evaluated this and
the results indicated that the majority of the key perfoiceandicators improveand some of
them reached the required target or performed bédther author believes th&tols from the
training content andther principledike short interval controlyisual managemenproblem
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solving, root cause analysis aovkrall professional effectivene@ichenoandHolweg, 2009)
had a major contribution to the resullsie 5 week coaching period was limited and the author
believes that by allowing more coaching time in the above tmalkl have resulted in further
improvements.

It is also relevant in this section to discwely leadership development programs fail and
determine if the programdés success can be at
common mistakes that are made in leadership developnograprs.

Gurdjian et al (2014) states thaly addressing four common mistakes can help companies to
have more successful leadership development programs

These mistakes are:

Overlooking context;

Decoupling reflection from real work;
Underestimating mindets; and
Failing to measure results.

= =4 4 A

Gurdji an, e t Canhtext is(azrlicaldcdmpenenadf uscessfub leadedshipa n d
thatit is Gmportant in the early stages of planning a leadership initiativetbahisations asks
themselves what pree@ly is the program fdr Gurdjian, et al. (2004) indicates that by

O dcusing on context essentially means equipping leaders with a small number of competencies
that will make a significant difference to overall organisationdl per m a Guodjgag et al

(2014) sa t &Ve hawe found that when a company cuts through the noise to identify a small
number of leadership capabilities essential for success in its businesachatves far better

o0 ut c oThewrpetency system used in the conceptual frarkeaddressed this issaed

9 essential competencies were selecisttion2.1.1discussed competency based assessment
approaches and stated thaeavay to start competency modedjiis by asking the question of
OVhat is thisorganisat o n t r y i n g(Battram, 2008)Bargame2D@B further states

that @dhe answer to this question should be a set of objectives or outcomes and criteria for
recognising when they have been achieved. The follpwgirestions can then be agkeHovo

are these goi ngWhabaretihe competenciesinecds8ady foatimearganisation
tobeabl e t o achi evQudjiarheta @014 further states sh@t@ntext is as
important for groups and individuals as it are for oigations as a whodeThe training and
coaching systems in the conceptual framework ensured that clear direction and purpose was
created and that scorecards cascaded downwards to individual Fesstléine leaders were

also responsible for creating arbper sticker that they had to use to create clear purpose and
direction for their teamd.he program created sufficient context on the first line leadelirand
manager levels (although the author believes that the context for line managers can be
improved), but no context was created on the level below the first line leaders (team members).
The author believes that by possibly creating sufficient context on this level could improve the
effectiveness of the teams and the implementation of the new tablsehaviours.

Gurdjian et al (2014) states thahdults typically retain just 10 percent of what they hear in
classroom lectures, as opposed to nearlyttirals when they learn by doing. Leaders, no
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matter how talented, further struggle to transfer dkieir most powerful ofkite experiences

into changed behaviour on the front line decoupling refletion from real work The training

and coaching systems used in the conceptual framework facilitated the training, but then also
allowed the leader tpractise his/her new found skills in a performance environment under
guidance of a coach. This allowed the first line leaders to experience the changes they made in
the real work environmentGurdjian et al (2014) state®The ability to push training
paticipants to reflect, while also giving them real work experiences to apply new approaches
and honetheirskl | s, 1 s a v aThaauthdr believes tindi hecaase theotraiding
material adhered t&nowles' theory of andragogyade the trainingelevant to the first line
leaders environment and coupled with the fact that the coaching adh&@b'soexperiential
learning heory (McCarthy, 2010where the first line leaders went through the full circle,
contributed significantly to the retentiaf knowledge and the actual implementation of this
knowledge in the front line.

Gurdjian et al (2014)also states tha@too often organisations are reluctant to address the root
causes of why leaders act the way they do. Doing so can be uncomfortapéetimpants,
trainers, mentors and bos@éaurdjian et al (2014) statethatddentifying some of the deepest
thoughts, feehgs, assumptions and beliefs asually a precondition of behavioural chaage
Certain modules in thigaining mateial usedweredesignedo address this specific issue.

Lastly, Gurdjian et al (2014) statesdVe frequently find that companies pay lip service to the
importance of developing leadership skills but have no evidence to guaietivalue of their
investmentOneapproach to assess the impact of behavioural change is through 360° feedback
andtotryad moni t or t h.erheltanceptualdransewadrkraddhoeé rheasurement
systems that measured change and the impact on business.
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6 Chapter 6 - Conclusion and Recommendations

Sectionl1.1.1discussed the fact that the operations function in an organsation requires the
arrangement of resources, and that this arrangement requires a person or persons in the
organisationd manage some or all of the resources in the operations function (Pgtedft

2010).

Mintzberg (198) stated thaéthis person is the first line leader. A first line leader is a person

who is in charge of people or who direct the work ortakeredpangi i t y f or t.he wor
Mintzberg (19®) further states thathe main responsibility of a first line &gler is to ensure

that the peopleroduce the required throughput, when they are required to do it and at the right
levels of quality, costs arghfetyd

This establishe@ causal link between first line leader effectiveness, team effectiveness and
overall organisational performance

Sectionl.1.2mentioned thaBartram (2008) stated: €@anisationglo notalways undestand

the role and responsibilities of a first line leader, let alone the competencies that are required
tobe abletodothejgb a nd undestandindg af & roleis obtained through job analysis
using multiple methods to obtain the required infararé

Bartram (2008) indicated thatdre are two main outcomes fronjola analysis of which one
isaperen speci fi cat ipersonspetificationinaitatesthetndtuaetof thie aeople
who do the work. It describes the knowledge, skills,itgtgind other characteristics a person
would require to perform the job effectivélye. to execute the workCompetency based
approaches were developed to assist with the development of person specifications (Bartram,
2008).

By just understanding the re) responsibilities and competencies required to perform the job
does notmean that the first line leadessll do the job well.

Then the question begs,ow can organisations understand the first line leader role,
responsibilities and competencies requiredimprove the effectiveness of a first line leader,
through a structuredleadership development prograwf individual assessments, training
and targeted coaching, thus, improving team effectiveness and overall organisational
performance?

The author beliees thatone answer to this is to use an integrated ramléthodsystems
approachto leadership developmeas described ifigurel15 - First Line Leader Caceptual
Frameworki Component Vievihat creates contexinderstands the mind seasd allowsor

the implementation of newly facilitated knowledge in the real working environment under
guidanceof a coactwhile measuringrogress on an individual and organisational performance
level.

The theoretical propositis of this research were that improved capabilities and operations
management skills should lead to improved first line leader effectiveness which should drive
improved team effectiveness and should result in improved organisational performance.
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The resuls that wereanalysed in sectiod and discussed insection5 showed that the
effectiveness of the first line leaders improved and so did the overall organisational
performance for the business ardas were involved.

It can therefore be argued that:

1) First line leader effectiveness improvéierefore
2) Team effectiveness improveitherefore
3) Overall organisational performance improved.

6.1 Recommendations as a Result of this Study
The fdlowing changes & recommendetb the program

1 Communicatiormust be conductedoefore the competency assessments that explain
detail how the competency assessmeiiide usedo eliminate fear of these tests

1 All line managers must attend the training. It was founttti@line managers did not
Agrowo with the first |ine | eaders as the
tools, which provided possiblehurdle to sustainable improvement after the handover
was concluded.

1 All line managers must be formally pased to take over from the coaches after the
coaching A module should be developed and added to trasnmanagers on how to
be coaches.

9 Coaching should be increased to a minimum of six to seven weeks.

1 Climate creation workshomgnsisting of content ém the training moduleshould be
introduced in the program tweate context for team members and should be done on
an educational process basis to inform the team members what their role and
contribution will be in the engagement.

6.2 Recommendations for Fur ther Research
1 The progranshould be updated with the recommendatiorentioned in sectiof.1 and
executed in more human activity systemslifferent industries
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8 Appendices

8.1 List of Abbreviations

CATWOE A mnemonic which defines the elements of a root definition of
system It stands for Customer, Aatol ransformation Process,
Weltanschauung, Owner and Environmental

UCF Universal Competency Framework

SHL SHL Group Limited

OPQ 32 Occupational Personality Assessment

OPE Overall Professional Effectiveness

360° Wave Performance 360°

AC Assessment Cére

TAT Turnaround Time

LEO Loss of Economic Opportunity

KPI Key Performance Indicator

NPS Net Promoter Score

T&M Time and Motion studies

HTA Hierarchical Task Analysis

CTA Cognitive Task Analysis

TIA Task Inventory Analysis

CIT Critical IncidentsTechnique

FJA Functional Job Analysis

RGA Repertory Grid Analysis

JEM Job Elements Method

ARS Ability Requirements Scale

PAQ Position Analysis Questionnaire

TTA Threshold Trait Analysis

PPRF Personalityrelated Position Requirements Form

WPS Work Profiling System

Tablel13- List of Abbreviations
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8.2 First Line Leader Observations

OBSERVATION LOG SHEET

"DAY PLANNER"

FIRST LINE LEADER "DAY PLAN" CONTENTS
PREPARE FOR SHIFT & DAILY REVIEW MEETINGS

Extract the performance data and update assignments codes onto the Agent Visual
Performance Board (Cubicle per Agent)

Performance Data:

- Office Housekeeping (Adherence Code)

- Noise Monitoring (Adherence Code)

- Previous shift Inbound, Outbound & Mail performance confirmation
- Available vs. Not Available capacity for the day

- Identification of work queue status at the beginning of shift

- Review of due Action log items

- Add new Corrective Actions confirmation

Prepare lost capacity performance data against each Agent.
-Communicate downtime codes with each agent

-Consolidate overall lost capacity team performance and define corrective action required

Prepare for the SIC Meeting:
- Review due action log items
- Prepare availability assessment:

* FLL needs to present how they managing lost capacity due to personnel or Agent
not being at work: announce lost capacity in terms of downtime codes collected
against each individual / Agent.

* FLL needs to demonstrate how he / she is managing lost capacity related to
Agents shift utilisation "compliant to schedule in terms of planned work hours"

This includes break time / unavailable codes - Login / Logout report

Assess Agents call turnaround times "Any call that exceeds 10minutes" needs to be
accompanied by a queue work down report prepared for SIC Meeting
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Set expectations to each Agent of what is to be achieved in terms of: Quantity, Quality & Time
including shift conduct behaviour availability

(time attendance, breaks...etc.)

Set the Context (i.e. Big Picture) for the tasks.

Communicate the purpose and intended outcomes of the tasks

Explain the Quantity of the output required

Describe the Quality necessary

Confirm the Resources available

Set a specific time for completion & follow-up on progress against plan

Give detailed instructions i communicate the specific methods & process to be used.
How do I confirm that requirements have been understood by Agent.
Agree on the task at hand with the individual Agent

Review and prepare corrective action logs

CONDUCT DAILY "SIC" MEETING

Announce Corrective Action Items status feedback making use of the Corrective Action Log.
This includes:
*Previous Shift Productivity Results including variances
*Availability management (Absentee/Planned and Un-planned Leave)
Daily Assessment Report
*Login / Logout Report
Daily Timekeeping Control
*Capacity Balancing Report
(Perceived Overtime Requirement Forecast)
*Daily Weekly Operating Report Productivity per Agent

Attendance and timekeeping: Give feedback about the day plan starting with announcing who
is at work, who will be late, how many agents are available....

Review previous shift (agent utilisation, services levels, abandon rate, transfer rate, call
volumes), understand the deviations, why & what action was taken (have Previous day SIC /
Visual Management Board.

Emphasise outstanding actions progress review as per Action Log listed items

CONDUCT DAILY TEAM MEETING
Provide feedback to Agents based on the outcome of the SIC status meeting
Announce queue status imbalances action of previous shift performance per Agent
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Inform / make follow up to Team about:

- Leaning Topic of the week

- Publicly display information that will enhance performance visibility, to promote peer to peer
competitiveness to enhance communication and high performance culture awareness.
Communicate learning topic for the week

- Discussed and shared from management during strategic meeting.

- FLL is required to review Agents performance incorporation with the Learning Topic for the
week(Update codes adherence to the communication).

Evaluate & reinforce action log expectations of appropriate agent performance habits and
behaviour

Discuss learning topics with each Agent

Circulate daily / weekly matrices with the following supporting information:
Individual / Agent Productivity Trend Analysis

Rework Trend Analysis

Quality Analysis

SLA Trend Analysis

Evaluate feedback provided by Agents on the general column.
Review action items, record and agree timeframe on new action items to remove any barriers
to achieving the shift plan.

"On The Floor" ACTIVE SUPERVISION

Moni tor performance to plan and record det
onto the Agents Performance Visual Log

Monitor performance to plan and assist in addressing variances "Making use of a Short
Interval Control Log"

Review and update Action Log items onto the Business Unit Performance Board

Assign detailed instructions per Agent on how tasks are to be performed and when will | make
a follow up during the shift.

Exercise: What is it that | need to check and communicate when | coach and supervise
Agents on how to execute tasks during shift.

monitor, keep in touch, follow-u p and make adjustments to pl
Aundernsdi ng varianceso and Ataking correct.i

Have a Short I nterval Control checklist on
are on track "per hour interval” and are progressing to the plan

Prepare Walk the Floor check-list in order to cover key points during the follow up, remain on
track with specifics.

Record any new actions required on the Action Log and Follow Up record.
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Carry out the Walk the Floor at least 4 rounds a day (between 09h30 & 15h30), using Active
Supervisory Behaviours and assessing the specifics of the process against Plan - Actual 1
Variance

- Making Assignments

- Giving Direction

- Following Up

- Provide Feedback

- Coaching & Support

- Solving Problems

- Report and Review Performance

Al ndi vi dw@d ; foDduig@wyd c:antCGolm e O

Analyse shift progress performance in-regards to Incoming Calls, Queries agent floor conduct,
client correspondence together with Work-Force Management Leader and MIS Specialist
every shift 2hrs interval

CONDUCT SHIFT TRANSITION MEETING

From 15h30 Shift Transition Meeting is carried out between FLL & the BU Manager. The
morning results are reviewed. Focus on Utilisation, Service Levels & Abandon rate. Barriers
encountered are discussed and action plan is recorded for inclusion in the following days plan

PRE-END SHIFT PREPARATION

Pre-plan outstanding Activity List items actions progress review as per Action Log listed items.
Prepare for next day.
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8.3 Competency Profile

COMPETENCY PROFILE: LEADER OF OTHERS

Purpose
To plan, lead, organise, and create the culture needed to execute on our strategic objectives
Objectives

1 To lead teams

- To ensure that service levels are met

- Toidentify and solve problems

- To be available andnsure availability of leaders

- To be visible and dAwalk the fl ooro
1 To create the climate necessary for teams to deliver

- To create an open and fun climate

- To gauge morale and harness diversity

- To communicate and manage change

- To acknowledge and celeleasuccess

- To provide support and encouragement to the team
1 To manage people

- To ensure that the right people are in the right roles

- To conduct performance reviews

- To recognise good performance

- To identify training needs and ensure that staff aradchi

- To coach and develop staff

- To ensure adherence to the code of conduct

- To manage succession
1 To manage capacity

- To set targets and ensure that they are met

- To ensure that schedules are adhered to

- To work across boundaries to deliver exceptional costosalue

- To ensure load balance

- Todrive service delivery by ensuring high quality and-armound time
 To manage cost

- To track and manage transactional cost

- To provide input into the budget
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- To develop a costonscious culture

To manage and improve opeations

- To identify and eliminate waste

- To ensure and manage continuous improvement

To manage the teamso6é performance

- To set targets

- To measure performance

- To continuously communicate and discuss performance

- To engage other stakeholders regardingghains 6 per f or manc e
- To display results through visual management techniques

Knowledge

=

= =4 4 A4 A -2

Industry knowledge

Knowledge of Call Centre function and operations (telephony, workplace scheduling,
metrics)

Knowledge of Santam operating procedures

Relevant produdtnowledge

Relevant system knowledge

Knowledge of management principles

Finance for noffinancial managers (budgeting, managing transactional costs)

People management

Skills

=2 =4 4 -4 -4 -4 -85 -5 -5 -3 -°

Computer skills (MS Officé intermediate; MS Projeétbeginner)
Communicatiorskills i verbal and written
Change management skills

Problem solving and decision making skills
Conflict management and negotiation skills
Performance management skills

Coaching skills (goal setting)

Relationship building skills

Project managemenbéginner)

Continuous improvement skills (innovation)
Customer relationship management skills
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Experience

1 2 years Call Centre experience (functional)
1 2-3 years Insurance experience (industry)
1 2-3 years Management experience (leadership)

Education

1  Minimum requirement: Grade 12
1 Preferable: Degree or National Diploma (NQF 6) with attendance in Insyreog@ns
(NQF 5)

Competency Ranking

Essential

Delivering Results and Meeting Customer Expectations
Deciding and Initiating Action

Leading and Superiisy

Planning and Organising

Adhering to Principles and Values

Working with People

Coping with Pressures and Setbacks

Achieving Personal Work Goals and Objectives
Analysing

=4 =4 4 4 A4 -4 -5 -5 -9

Desirable

1 Adapting and Responding to Change
1 Following Instructions and Procedures
1 Relating and Networking

Less Relevant

Persuading and Influencing
Presenting and Communicating Information
Writing and Reporting

= =4 4

Applying Expertise and Technology
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Learning and Researching
Creating and Innovating
Formulating Strategies and Concepts

= 4 4 A

Entrepreeurial and Commercial Thinking
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8.4 Individual Development Plan Example

INDIVIDUAL FEEDBACK REPORT

NAME Name A

SURNAME Surname X

BUSINESS UNIT POM

DATE OF REPORT 2013

REPORT GENERATED BY Person X
Contents
1. BACKGBOUNND.. ..ottt e e e et e et e e e et e e e st e e et e e e b e s st e esaneaeraeenranns 90
2. FEEDBACK SUMIRY. ..ottt e e et e e et e e e et s e eat e e ettt e s ettt eeatnerstnresraersrnaarees 91
3. COMPETENCY ASSHIENT FEEDBACK ... et 92
4. INDVIDUAL DEVELOPMENT PLAN (DR .cceiiiiiiiii ettt e e 93
5. APPENDIX A: TEAM MANAGER ACTIVITY LEGEND. ..., 97
6. APPENDIX B: COMPETENCY ASSESSMENT RESULTS.......ccoiiiii e, 98
7. APPENDIX C: COMPETENCY DEFINITIONS......cotiiiiiiiie e 98
1. BACKGROUND

The key to developing a development plan is to identify the right development need.
The focus of the first partfdhe discussion is to determine what your real need is. Your

assessment results will form the basis for the discussion. Many times you have to select

a few that together equal your real need. In the discussion one has to identify the true
underlyingneedy 2 i 2dzad ¢KI 1 Qa akKz2gAy3a 2y GKS

Development needs fall into two broad categorg@echnical skills development and
Management and soft skills development.

The input for the development consists of two sources:

a. The role assessments from the Dayritiar

Paged4 of 126

a dzNJF


file:///C:/Users/Anton%20Burger/Dropbox/Santam/Phase%204%20PTA%20CCC/8%20Team%20Manager%20IDP/Individual%20Development%20plan%20Annemarie%20Nieuwenhuizen.docx%23_Toc363461460
file:///C:/Users/Anton%20Burger/Dropbox/Santam/Phase%204%20PTA%20CCC/8%20Team%20Manager%20IDP/Individual%20Development%20plan%20Annemarie%20Nieuwenhuizen.docx%23_Toc363461461
file:///C:/Users/Anton%20Burger/Dropbox/Santam/Phase%204%20PTA%20CCC/8%20Team%20Manager%20IDP/Individual%20Development%20plan%20Annemarie%20Nieuwenhuizen.docx%23_Toc363461462
file:///C:/Users/Anton%20Burger/Dropbox/Santam/Phase%204%20PTA%20CCC/8%20Team%20Manager%20IDP/Individual%20Development%20plan%20Annemarie%20Nieuwenhuizen.docx%23_Toc363461463
file:///C:/Users/Anton%20Burger/Dropbox/Santam/Phase%204%20PTA%20CCC/8%20Team%20Manager%20IDP/Individual%20Development%20plan%20Annemarie%20Nieuwenhuizen.docx%23_Toc363461464
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b. The competency assessment
After you have identified the development needs, you have to complete the
development plan template.

In order to make the discussion easier for you, your Role Assessment results are
included in point 2 below.

To identifyyour competency development needs, you can use the competency
assessment report.

2. FEEDBACK SUMMARY

Role Assessment Results (See Appendix A)

Shift Preparation
5.00

Summary of Observation

End of shift preparation Meetings

38%

BACTIVE SUPERVISION BMEETINGS OADMINISTRATIVE WORK
shift transition meeting Execute shift mDIRECT WORK BPASSIVE SUPERVISION ~ mAVAILABLE TIME
e===Baseline Role Assessment  e====First Role Assessment — e====Second Role Assessment
COMPETENCIES COMMENTS / STRESS POINTS

Xhas some new challenges ahead of her (CRWBintain the momentum of

F LILX @Ay3 GKS KdzZRRtES YSSGAy3 FyR (K
visual performance management board and engage with the team regarding
SHIFT PREPARATION| LINE INBK & & @ YSSLI +ty SéS 2y 1jdzSdzS a
resordad a GKS RIF&@ LINRPINBaasSao C 2 N
focus on assessing trends (i.e. absenteeism) and propose plan to address
problem.

Improve the flow of information from the huddle meeting into the morning Te
Managers meeting. Use this platform to discuss challenges and issues from
MEETINGS previous day. Continue to discuss planned versus actual performance. Disq
short interval control processes and challenges. More focus on goals for the
how are these gointp be achieved and with what resources

Short interval controls are improving and this must not simply be a ecimeck
exercise. Walking the floor should be more interactive with focused discussi
gAGK L/ Qiéntefa geBoBniick Ywil be able to gauge actual
performance with the goals. More engagement with the Work Force
Management team will assist her to understand team planning, eatee and
discipline. Xhas become more confident and assertive; as such she must usg

EXECUTE TASKS
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SO.

to her advantage when delegating work and apply team strengths when doir

CONDUCTTRANSITION

The immediate manager will need to engag®imally/formally with Xto
discuss the highlight/lowlights of the days. Follow up on any outstaritéints

MEETING discussed during the morning team managers meeting.
Maintain the focus to complete and close out items still left to do. Review the
END OF SHIFT . . .
performance for the day and identify any learnings that can be brought forwa
PREPARATION

3. COMPETENCY ASSESSMENT FEEDBACK

Please refer to the assessment feedback report and Appendix B & C for input.

COMPETENCIES

COMMENTS / STRESS POINTS

DELIVERINEESULTS AND
MEETING CUSTOMER
EXPECTATION

DECIDING ANINITIATING
ACTION

In order toimprove this, she will need to be able to make quick an
clear decisions which may include tough choices or considered rig

LEADING ANISUPERVISING

Xneeds look out for ways to motivate and empower
her staff

PLANNING ANIDRGANISING

More colaboration between her colleagues together with monitori
performance against deadlines and milestones

ADHERING TBRINCIPLES
ANDVALUES

WORKING WITREOPLE

XQa aAlGdzZ GAz2zy o6Aff AYLNROGS AT

shares information and expese with them

COPING WITH PRESSURE
AND SETBACKS

ACHIEVING PERSONALRKO
GOALS AND OBJECTIVES

ANALYSING

More focus on forecasting and assessing trends and by demonstr
an understanding of how one issue may be a part of a mugetar
system
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ADAPTING AND RESPONGI
TO CHANGE

FOLLOWING INSTRUCTSON
ANDPROCEDURES

RELATING ANNETWORKING

4. INDIVIDUAL DEVELOPMENT PLAN (IDP)

Employee Name

Job Title

Business Unit & Department

IMPORTANTNFORMATIONONOTE:Ensure that employees understand how their learning and

development interventions link to thebusiness, team anéhdividual objectives and how it will be

evaluated.

Development may include both formal (courses) or informal development (on the job, coaching

etc)

Functional / Technical Training (product training)

GOURSE DEVELOPMENT | COMPETENCY PLANNED NOTE
INTERVENTION (refer to DATE
competency
grid)
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Soft Skills Training (use competency assessment report and DILO feedback for input)

COURSE DEVEOPMENT COMPETENCY PLANNED NoTE
INTERVENTION (refer to DATE
competency
grid)
Technology Training (systems and computer )
COURSEDEVELOPMENT | COMPETENCY PLANNED NoTE
INTERVENON (refer to DATE
competency
grid)
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SGNED BY

BEVMPLOYEE

LINEMANAGER
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5. APPRIDIX A: TEAM MANAGER ACTIVITY LEGEND

Assigns work with specific expectation, activg
follows up to review progress and actions
variances. Providing Coaching & direction

"Walk The Floor"

Facilitating /Attending Meetings to enhae
performance.
Non-Adhoc related meetings

General paperwork and reports as well as

ADMINISTRATIVEORK taking phone calls and checking email.

22N GKIG FEEfa dzy
responsibilities.

Management by walkig about, reactive in
PASSIVBEUPERVISION dealing with problems.
Adhoc Meetings

Activities that do not contribute to effective
management of the area
Idling / Non value added activities
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6. APPENDIX B: COMPETENCY ASSESSMENT RESULTS

Scoring Legend

Exceptionally Very — Moderately Average Average Moderately Exceptionally
low Low Low High High

Relating and Networkfd>

\ 86.07 o Action
/ > u “ w\\ Leading and Supervising

Following Instructions
and Procedures  7:25

Adapting and
Responding to Change |~

\ _6.83"
Analysing <

Goals and Objectives

Coping with Preassure

Achieving Personal Wnk\,"_,,_%

Delivering Results and
Meeting Customer
Expectations

A Deciding and Initiating

. ,5..33“:

Planning and Organising

678 | adhering to Principles
and Values

%

_— Working with People

and Setbacks

7. APPENDIX C: COM

PRCTE DEFINITIONS

DECIDING ANINITIATING
ACTION

Takes responsibility for actions, projects and people; takes initiative and wq
under own direction; initiates and generates activity and introduces changes
work processes; makes quick, clear decisishgh may include tough choices ¢

considered risks.

LEADING ANISUPERVISING

Provides others with a clear direction; motivates and empowers others; recr
staff of a high calibre; provides staff with development opportunities and coaq
sets approprte standards of behaviour.

WORKING WITHEOPLE

Shows respect for the views and contributions of other team members; shq

empathy; listens, supports and cares for others; consults others and shar

information and expertise with them; builds team spaitd reconciles conflict;
adapts to the team and fits in well.

ADHERING TBRINCIPLES A
VALUES

Upholds ethics and values; demonstrates integrity; promotes and defends €
opportunities, builds diverse teams; encourages organisational and individ
responsibility towards the community and the environment.
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ANALYSING

Analyses numerical data and all other sources of information, to break them

component parts, patterns and relationships; probes for further information

greater understanding of a pptem; makes rational judgements from the availg

information and analysis; demonstrates an understanding of how one issue n
a part of a much larger system.

PLANNING ANIDRGANISING

Sets clearly defined objectives; plans activities and projectsinvatlvance and
take account of possible changing circumstances; identifies and organises re
needed to accomplish tasks; manages time effectively; monitors performar

against deadlines and milestones.

DELIVERIN&ESULTS AND
MEETINGQUSTOMER
EXPECTHONS

Focuses on customer needs and satisfaction; sets high standards for qualit
quantity; monitors and maintains quality and productivity; works in a system
methodical and orderly way; consistently achieves project goals.

COPING WITHPRESSURBRSID
SETBACKS

Maintains a positive outlook at work; works productively in a pressurised
environment; keeps emotions under control during difficult situations; handl
criticism well and learns from it; balances the demands of a work life and a pe
life.

ACHIEVINGPERSONAWORK
GOALS ANIDBJECTIVES

Accepts and tackles demanding goals with enthusiasm; works hard and pu

longer hours when it is necessary; seeks progression to roles of increast

responsibility and influence; identifies own developmeeeds and makes use
developmental or training opportunities.

RELATING AND
NETWORKING

Easily establishes good relationships with customers and staff; relates wel
people at all levels; builds wide and effective networks of contacts; uses hur
appropriately to bring warmth to relationships with others.

FOLLOWINGNSTRUCTION
ANDPROCEDURES

Appropriately follows instructions from others without unnecessarily challeng
authority; follows procedures and policies; keeps to schedules; arrives pulycl
for work and meetings; demonstrates commitment to the organisation; comg

with legal obligations and safety requirements of the role.

ADAPTING ANBESPONDIN
TO
CHANGE

Adapts to changing circumstances; tolerates ambiguity; accepts new ideas
change initiatives; adapts interpersonal style to suit different people or situati
shows an interest in new experiences.
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8.5 Integrated Summary Scores per Competency per Individual

FLL1

Delivering Results and
Meetlng Customer...

Deciding and Initiating
. \ Action

\_\ Leading and Supervising

Relating and Networking _—

Following Instructions and /
Procedures ‘

Adapting and Responding / \ \ Planning and Organising e Pre-Overall Individual Score
to Change (

&/

e Post-Overall Individual Score

Adherlng to Principles and
Values

Achieving Personal Work./

Goals and Objectives |

Coping with Preassure and
Setbacks

Figure26- FLL1 Préntegrated Summary Scoee

FLL 2

Delivering Results and
Meeting Customer...
_,_1.0'-'_ __ Deciding and Initiating

\ Action

Following Instructions and /
Procedures

Adapting and Responding ;’:‘ / === Pre-Overall Individual Score

to Change

e Post-Overall Individual Score

q"Adhering to Principles and
Values

Achieving Personal Work /
Goals and Obijectives —
Coping with Preassure and
Setbacks

Figure27- FLL2 Préntegrated Summary Scores

Pagel04of 126



FLL3

Delivering Results and

Meeting Customer...
Deciding and Initiating

Action

Following Instructions and Leading and Supervisin
Procedures Iy o 8 P g

-1\

Vo

/]
ff

Adapting and Responding | /
to Change A

|

[/

- Values
= /
~— Working with People

Achieving Personal Work./ -
Goals and Objectives i

Coping with Preassure and
Setbacks

Vo . ..
T Planning and Organising

P -"‘Adhering to Principles and

s Pre-Overall Individual Score

s Post-Overall Individual Score

Figure28 - FLL3 Préntegrated Summary Scores

FLL5

Delivering Results and
Meeting Customer...

Deciding and Initiating
Action

Following Instructions and V4
Procedures

Achieving Personal Work./ —

Goals and Objectives —1
Coping with Preassure and

Setbacks

s Pre-Overall Individual Score

e Post-QOverall Individual Score

Figure29- FLL5 Préntegrated Summary Scores
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FLL6

Delivering Results and
Meeting Customer...
Deciding and

A0

- - J\Acﬁo

St Lea
T £ A\

Relating and Networking

Following Instructions and
Procedures
/

Adapting and Responding
to Change A\
.\ ‘.\‘

Achieving Personal Work ./

Goals and Objectives L

Coping with Preassure and
Setbacks

Initiating
n

| Planning and Organising

]

3 / AW
= 3//‘ fAdher'lng to Principles and
B Values

s Pre-Overall Individual Score
e Post-Overall Individual Score

Figure30- FLL6 Préntegrated Summary Scores

FLL7

Delivering Results and

Following Instructions and
Procedures
J

Achieving Personal Work./ ™
Goals and Objectives ==
Coping with Pre

Meeting Customer...

— }\Action
~ Leading and Supervising

Deciding and Initiating

> \

A

a \

\

assure and

Planning and Organising

o’ & I o
/ 4 /Adhering to Principles and

v §
2 Values
—— Working with People

Setbacks

e Pre-Overall Individual Score
s Post-Overall Individual Score

Figure31- FLL7 Préntegrated Summary Scores
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FLL 8

Delivering Results and
Meeting Customer...

_ Deciding and Initiating
,?\ Action

Following Instructions and
Procedures

Adapting and Responding
to Change

\ -
X
Y

\ .
Analysing\‘

Achieving Pe rsonxor\\f'

Goals and Objectives o

Coping with Preassure and
Setbacks

Figure32- FLL8 Préntegrated Summary Scores

s Pre-Overall Individual Score

s Post-Overall Individual Score
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8.6

Individual Role Assessment Results per Day Planner Category

Conduct Pre-End Shift
Preparation

Conduct Shift Transition
Meeting

FLL1

Prepare for Shift and
Daily Review Meetings
5;0//

~
-
4.0 -
"

-

Conduct Daily SIC
Meeting

e===Baseline
s 5t ASSEss

e nd ASSess

Conduct Daily Team
Meeting

Conduct on the Floor
Active Supervision

Figure33- FLL1 Individual Role Assessment Result

Conduct Pre-End Shift
Preparation

Conduct Shift Transition
Meeting

FLL 2

Prepare for Shift and
Daily Review Meetings

Conduct Daily SIC
Meeting

sm—Baseline
] 5t ASSE5S

e 2 nd ASSess

Conduct Daily Team
Meeting

Conduct on the Floor
Active Supervision

Figure34- FLL2 Individual Role Assessment Result
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Preparation

Conduct Shift Transition
Meeting

Conduct Pre-End Shift

FLL3

Prepare for Shift and
Daily Review Meetings
5.00

- -

Conduct Daily SIC
Meeting

am==Baseline
s st ASsess

s ) Nd ASSESS

Conduct Daily Team
Meeting

Conduct on the Floor
Active Supervision

Figure35- FLL3 Individual Role Assessment Result

Preparation

Conduct Shift Transition
Meeting

Conduct Pre-End Shift

FLL 4

Prepare for Shift and
Daily Review Meetings

Conduct Daily SIC
Meeting

=== Baseline
s 15t ASsess

s 2 0 AsSESS

Conduct Daily Team
Meeting

Conduct on the Floor
Active Supervision

Figure36 - FLL4 Individual Role Assessment Result
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FLL5

Prepare for Shift and
Daily Review Meetings

Conduct Pre-End Shift Conduct Daily SIC
Preparation Meeting
====Baseline
a5t Assess
s nd Assess
Conduct Shift Transition Conduct Daily Team
Meeting Meeting

Conduct on the Floor
Active Supervision

Figure37 ¢ FLL5 Individual Role Assessment Result

FLL6

Prepare for Shift and
Daily Review Meetings

Conduct Pre-End Shift -~
Preparation .

Conduct Daily SIC
Meeting

s=m=Baseline
s 5t Assess

s ) Nd ASSESS

Conduct Shift Transition |
.

Meeting -

Conduct Daily Team

. Meeting

~..
s

Conduct on the Floor
Active Supervision

Figure38- FLL6 Individual Role Assessment Result
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Conduct Pre-End Shift
Preparation

Conduct Shift Transition
Meeting

FLL 7

Prepare for Shift and
Daily Review Meetings

Conduct on the Floor
Active Supervision

Conduct Daily SIC
Meeting

e Base line
s ] 5t Assess

s 20d ASSESS

Conduct Daily Team
Meeting

Figure39- FLL7 Individual Role Assessment Result

Preparation

Conduct Shift Transition
Meeting

Conduct Pre-End Shift =
e

FLL 8

Prepare for Shift and
Daily Review Meetings
5.00
pah
_4.00 N

// /

Conduct on the Floor
Active Supervision

Conduct Daily SIC
Meeting

s=m=Baseline
s 5t Assess

s ) Nd ASSESS

Conduct Daily Team
Meeting

Figure40- FLL8 Individual Role Assessment Result
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8.7 Key Performance Indicator Scores

8.7.1 SOS Inbound

Day Service Level Target 85.00% 85.00% | 85.00% | 85.00% | 85.00% | 85.00%
Day Service Level Baseline 77.79% 77.79% | 77.79% | 77.79% | 77.79% | 77.79%
Day Service Level AVETage | g0.069% | 84.33% | 84.06% | 85.80% | 85.84% | 84.20%
easurement

Day Service Level
88.00%
86.00%
84.00% g — — E

S

82.00% /
80.00%

Score

78.00%

76.00%

——Linear (Day Service Level Average Measurement)

74.00%

72.00%

Apr-13 May-13

Jun-13

Juk13

Aug-13

Sep-13

s Day Service Level Target
== Day Service Level Baseline

== )3y Service Level Average Measurement

Night Service Level Target

90.00%

90.00%

90.00%

90.00%

90.00%

90.00%

Night Service Level
Baseline

94.60%

94.60%

94.60%

94.60%

94.60%

94.60%

Night Service Level
Average Measurement

95.36%

95.58%

95.60%

95.80%

95.84%

95.20%

97.00%

Night Service Level

96.00%

95.00%

94.00%
93.00%

smight Service Level Target

92.00%
91.00%

Score

=m\ight Service Level Baseline

=== Night Service Level Average Measurement

90.00%
89.00%

——Linear (Night Service Level Average Measurement)

88.00%
87.00%

Apr-13 May-13

Jun-13

k13

Aug-13

Sep-13
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Jul-13  Aug-13

"T*ba”donmem Rate Day 3.00% | 3.00% | 3.00% | 3.00% | 3.00% | 3.00%
arget
gzggl?r?gme”t Rate Day 319% | 3.19% | 3.19% | 3.19% | 3.19% | 3.19%
Abandonment Rate Day 0 0 0 0 0 0
Coanconmen 204% | 215% | 2.15% | 1.89% | 2.07% | 2.50%
Abandonment Day Rate
3.50%
3.00%

250% \

Score

1.50%

. N s \handonment Rate Day Target
2.00%

=== \handonment Rate Day Baseline

1.00%

e Abandonment Rate Day Measurement

—— Linear {Abandonment Rate Day Measurement)

0.50%

0.00%

Apr-13 May-13

Jun-13

Jul-13

Aug-13

Sep-13

Abandonment Rate Night
Target

3.00%

3.00%

Jun-13

3.00%

Jul-13  Aug-13

3.00% 3.00% 3.00%

Abandonment Rate Night
Baseline

1.82%

1.82%

1.82%

1.82% 1.82% 1.82%

Abandonment Rate Night
Measurement

1.44%

1.66%

1.38%

1.33% 1.19% 1.20%

Abandonment Night Rate

3.50%

3.00%

2.50%

2.00%

e Abandonment Rate Night Target

Score

== Ahandonment Rate Night Baseline

1.50% A

=== Abandonment Rate Night Measurement

—— Linear (Abandonment Rate Night Measurement)

—————
1.00%
0.50%
0.00%
Apr-13 May-13 Jun-13 Juk13 Aug-13 Sep-13
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Quality Target 90.00% | 90.00% | 90.00% | 90.00% | 90.00% | 90.00%
Quality Baseline 77.83% | 77.83% | 77.83% | 77.83% | 77.83% | 77.83%
Quality Measurement 87.08% | 87.17% | 86.78% | 87.09% | 87.47% | 87.06%
Quality

92.00%

90.00%

88.00%

——

86.00%

84.00% s ()ality Target
g 8200% e (uality Baseline
@ 80.00%

78.00% e Quality Measurement

76.00% —— Linear (Quality Measurement)

74.00%

72.00%

70.00%

Apr-13 May-13 Jun-13 Aug-13 Sep-13
NPS Target 55.00% | 55.00% | 55.00% | 55.00% | 55.00% | 55.00%
NPS Baseline 24.00% | 24.00% | 24.00% | 24.00% | 24.00% | 24.00%
NPS Measurement 55.00% | 55.00% | 57.00% | 57.00% | 57.00% | 57.00%
NPS
70.00%
60.00%
=
50.00%
wmN\PS Target

o 40.00%
‘g @S Baseline
# 3000% s NPS Measurement

2000% —— Linear (NPS Measurement)

10.00%

0.00%

Apr-13

May-13

Jun-13

Juk13

Aug13

Sep-13
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Apr-13  May-13  Jun-13  Jul-13 Aug-13  Sep-13
Agent Score Target 9.00 9.00 9.00 9.00 9.00 9.00
Agent Score Baseline 8.00 8.00 8.00 8.00 8.00 8.00
Agent Score Measurement 8.79 8.90 8.93 8.83 8.77 8.68
Agent Score
9.0
9.00
850 — e —— —_—
8.60
s Agent Score Target
@ 840 .
H e \gent Score Baseline
& 820
s Agent Score Measurement
8.00 .
—— Linear (Agent Score Measurement)
7.80
760

Apr-13 May-13

Jun-13

Juk13

Aug-13

Sep-13

Jun-13  Jul-13

Schedule Adherence Target 90.00% | 90.00% | 90.00% | 90.00% | 90.00% | 90.00%

EChe‘?'”'e Adherence 83.00% | 83.00% | 83.00% | 83.00% | 83.00% | 83.00%
aseline

Schedule Adherence o o o 0 0 0

e e 86.00% | 88.00% | 89.33% | 90.00% | 90.00% | 90.00%
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