CHAPTER 1: INTRODUCTION

1.1 Introduction

One of the most fundamental challenges facing comegas determining what gives rise
to competitive advantage and how it can be sudiajSeivastava, Fahey & Christensen
2001). With globalisation and increased businesmpadition, the importance of
identifying and understanding factors likely to guce sustained competitive advantage,
growth and enhanced company financial performamse lbecome even more important

to both managers and shareholders (Gursoy & SwaBger).

Research into organizational productivity is dem@igg the importance of
organizations’ culture as the critical successdia@h tomorrow’'s competitive market
place (Guinn, 1996). The way in which an organ@ateads and manages its employees
to use their knowledge and technology can be emifitiating factor for companies

thriving in the 21" century (Guinn, 1996).

According to Gursoy and Swanger (2007) hospitaldgnpanies face this same challenge
and managers understand that their companiesiexstontingent relationship with their
environments. Whilst company success depends @nnektand internal factors, most of
the time companies have little control over extefaetors. This study therefore focuses
on internal strategic factors, the manager in paldr and the competencies perceived to
contribute towards a competitive advantage. Previstudies support the view that
competence-based strategies are likely to enabiepanies to achieve and maintain

competitive advantage in the market place (Hamele®ne, 1994).



Leadership formulates the company's business gyrated builds its resources, including
its people, finances and operations. Thereforeleleship can be the most important asset
of the company or its worst liability. The succe$sdusiness organizations depends to a
great extent on the calibre of managers (Sanyalu&e@li, 2004). Boyatzis (1982) also
illustrates the importance of manager competenares states that the competence of
managers, to a large extent, determines the rethatsorganizations realise from their
human capital. Management creates the vital linkveen the economic progress, the
required organizational effectiveness and the agedormance of the people involved
(Labbaf, Analoui and Cusworth, 1996, Miller, 1991).appears crucial to develop
competent managers who can be entrusted with thgomsibility to transform their

organizations.

Management as a process is becoming increasinghandig and complex. Middle
management, in particular, is placed under tremengoessure to deal with the ever-
changing direction from top management on the @l land the continuously changing
aspirations of society on the other hand (MbokazZsser & Fourie 2004). The
complexity involved in implementing new strategibas increased while the time
available to managers to respond to competitiveatisr and implement change has
decreased (Longenecker & Fink, 2001). According/ttiCauley and Moxley (1996:16)
“managerial work is very relationship intensive: magers must direct, influence,
motivate and coordinate the work of others”. Ty others perceive them has a direct
bearing on how well they will be able to carry deir work. Given the crucial role of

middle managers and the challenges they face, Mibaltaal (2004:1) asked the vital



guestion of “what competencies are crucial or dssefor middle managers to survive

and be effective in these challenging times?”

Managers often do not naturally get feedback oir gherformance in the workplace,
especially at higher organizational levels and frdinect reports and employees yet in
order to create awareness and insight of the reetiange, managers must first receive

feedback.

According to Redman and Snape (1992) a popular wkveadership emphasizes the
learning organization and stresses the need foaiged perception of what is important in
an organization between the managed (employeesamiagement (managers). This
shared perception requires a two-way mutual evialiatf behaviour with respect to
valued objectives. Upward appraisals may help teeld® such a sharing of perceptions
and therefore this study examines perceptions ohagerial competencies in the

restaurant industry using the upward appraisalgs®c

1.2 Background

Prahalad and Hamel (1994:202) describe competeasies

“ Competencies are the well spring of future product devedopnThey are the “roots” of competitiveness
and individual products and services are the ‘fruits’. {£¢ep management team is competing not only to
protect the firm’s position within existing markets, katposition the firm to succeed in new markets.
Hence any top management team that fails to take responsitaitityuilding and nurturing core

competencies is inadvertently mortgaging the company’s future”



Prahalad and Hamel's (1994) definition illustratee importance of competencies in
relation to management and the success of a bgsifiee development and use of core
competencies to create competitive advantage isgbenore widely used in the
hospitality industry. Against this background thegent study attempts to identify core
competencies within the restaurant industry andetermine whether managers possess
these competencies using feedback from managelfsag®aisals and employee

appraisals.

1.2.1 The importance of competency models
Competency models have been described as beinduhétp both individuals and
organizations in developing leadership skills. Thaye been able to assist individuals in
the following areas (Hollenbeck, McCall & SilzeQ(b):

« Summarizing the experience and insight of seastwasters

« Specifying a range of useful leader behaviours

« Providing a tool that individuals can use for sdf/elopment

« Outlining a leadership framework that can be usetidip select, develop and

understand leadership effectiveness.

Developing and training of management on key coemmés have become the focus of
much attention during the past three decades. Atieimave been made to identify a set
of competencies and their implications in the areAsmanagement education and

development to further the development of competeatagers (Mbokazt al. 2004).



This study aims to explore alignment between marsagerceptions of themselves and

employee perceptions of their managers.

To create insight and awareness of the need togehainis imperative that leaders first
receive feedback. Leaders, however, seldom ret¢ke/&ind of feedback that can enable
them to change the behaviours that everyone irotanization whispers about behind
their backs. Giving executives such feedback isrofterceived as a career-limiting move
(Guinn 1996). Although Guinn’s (1996) study wasdzh®n assessment techniques for
top executives, many valuable lessons from thisobotup assessment are applicable to
middle managers in this study. These include theetis of feedback on both the
organization and the individual. The organizati@mdfits with improved performance as
a result of this feedback. Employees see the n@anizational values being clearly
modeled by their superiors and also see changl {Sainn, 1996). Guinn’s (1996)
discussion of the barriers to top executive assestralso proves useful and informs the

research methodology employed in this study.

1.2.2 Benefits of Feedback
Numerous studies have highlighted the benefiteetiback approaches. McCauley and
Moxley (1996) share three important lessons abelfHasvareness and development from
their extensive experience working with managers:
= People can learn, grow and change to become bmatiteagers. They share the
belief that people are not simply born to be goahagers but rather hard work

and continuous learning goes into the process.



= Self awareness has been described as the corremstatevelopment and they
believe that self-awareness means that a persorrstadds his/her own
personality, preferences and abilities and howetloemtribute to one’s becoming
skilled at some tasks in some situations, whilst skilled at other times
(McCauley & Moxley, 1996). Managers can benefinireelf-awareness to better
apply and refine his/her talents in situations eeeand work to improve in areas
that they might be less naturally talented.

= Development is an ongoing process linked to wodarhing and working are not
distinct from each other, but too often are viewsdsuch. The challenges a
person faces at work forces them to grow and apéehson learns the work they
evolve. The same principle applies to managery. toatinue to need to change

as their work changes (McCauley & Moxley, 1996).

Feedback enhances self-awareness by encouragiteg beggnment of self-views with
the views of others and by demonstrating that stdersee one’s weaknesses. This could
result in an “unfreezing process” (Mullins, 200809 rather than the continuation of
doing things in the same manner; the manager isvaietl to rethink his or her
behaviour and its impact on others. Through thig@ss, conscious attempts are made to

alter behavioural patterns.

1.3 Motivation for the research

The lack of managerial skills in small businessas been identified as one of the main

causes of business failure in South Africa (Vanegech & Radipere, 2007). Enterprise-



based problems were associated with 65% of smaihbss failure (Dockel & Ligthelm,
2002) and Peterson (1998) estimates that inteawbifs were responsible for 70% of
small business failures. Human capital is undegiabhospitality organization’s most
valuable resource and has the potential to prameof the most sustainable competitive
advantages in the market place. The local hogdpitaldustry employs approximately
470 000 people who have the power to impact onestablishments' reputation and
ultimately the bottom line (www.uj.ac.za/sth/Newdawents). It is therefore crucial that
managers, who are responsible for directing angisbathe organization constantly
improve their competencies because these areatifitictors for success of managers and

the business.

Effective leadership is a central goal for many amigations and increasingly
organizations are committed to developing managis and competencies (McCarthy
& Garavan, 2007). According to Nikolaou, Vakola aRwbertson (2006) there is
evidence that companies in the new millennium willest considerably in leadership
development. A significant development in the fieldleadership in recent years is the
use of upward multi-source feedback. Previous stutiave focused on an American or
European context and literature on upward appsiaisas not been widely explored in

South Africa, especially in the restaurant industry

This study focuses on upward appraisals as a toohfinager development based on the
premise that awareness, identifying weaknessesstathlishing development needs are

key steps to managerial development. This study affer insight into identifying



competencies specific to the hospitality industgnf a multi-rater appraisal perspective

and explore training and development approachasdist where gaps may exist.

1.4 Problem statement

According to Kantor and Weisberg (2002) few companuse appraisals of their
managers as perceived by their employees. Bernét@B6) believes that employees are
sometimes in a better position to assess certamag®ial aspects because by the very
nature of their working relationship, employees afgen in close contact with their
manager and are in a good position to directly ol@semanagerial behaviours.
Employees have the opportunity to observe theiragars and provide a wealth of
insights. According to Nevels (1989) (in Redman &afes, 1992) upward appraisals
may facilitate employee involvement in key aspecftsorganizational life and are

consistent with the leadership models of the future

This study aims to explore employees/employee’sqmion of their managers by
exploring feedback regarding manager competenoi@s managers’ self-awareness and
from employee perceptions. It also intends to comm@amployees’ perceptions of their
managers to manager’'s self-evaluations in orderidentify if there are any

mismatches/misalignments between how managers iperteemselves and how their
employees perceive them. The study aims to idemiifiering perceptions regarding

managerial competencies and thereafter recommerateges to shorten the gap. This

study will also explore if gender plays a role imsalignment and if so which gender is



more prone, so that this group can form a targetigrfor developmental/educational

programmes.

1.5 Objectives of the Study

. To compare managers’ self-evaluations with thateoiployees’ perceptions of
managerial competencies within the restaurant legsin

. To investigate if gender plays a role in competetatings of managers.

. To explore managers’ attitudes towards training @exklopment

. To explore if gender plays a role in managerialuates towards training.

1.6. Research methodology

This study explores managers’ competencies withien itestaurant industry through
convenience sampling (location, sample was obtain@m the Greater Durban area).
The definition of small businesses in this studgligned with that of the National Small

Business Amendment Act (102/1996), which definemall business as:

“"small business" means a separate and distinct business iaetitgding co-operative enterprises and non-

governmental organizations, managed by one owner or mooh whcluding its branches or subsidiaries,
if any, is predominantly carried on in any sector orsgator of the economy mentioned in column | of the
Schedule and which can be classified as a micro-, a very,smalinall or a medium enterprise by
satisfying the criteria mentioned in columns 3, 4 and th@fSchedule opposite the smallest relevant

size or class as mentioned in column 2 of the Schedule” (Natonall Business Act, 1996).



Small business classified under the categoryricgteaccommodation and other trade
are defined by 50 full-time employees, with a tatehover of R6 million and total gross

asset value of R 1 million (excluding fixed propert

The study is limited to one industry (restaurantprder to make comparison of manager
competencies more effective. Due to the naturéisefdtudy (self appraisal and employee
appraisals of their superiors), a two-questionnaapproach was implemented.
Questionnaires were administered to a total of 2hagers of private businesses in the
Greater Durban area and three of their employessjltmg in a total sample of 100
respondents. Participants included a mixture okemaald female managers and employees

in order to determine if gender plays a role inghely (as outlined in the objectives).

Questionnaires were distributed through directacirdnd were self-administered. The
study was largely quantitative in nature, with saqoalitative questions. A combination
of qualitative and quantitative research desigoesides more reliable and valid research
results than a single methodology as it helps @mecthe biases of both methodologies

(Van der Velde, Jansen & Anderson, 2004).

1.6.1 Instruments

Quantitative questionnaires for managers and emeployvere employed. Questionnaires
comprised of a mixture of open-ended and closedtoures. Professional profiles were
determined using open and close-ended questionke pérceptions and attitudes about

the importance and implementation of managerial pgiencies were measured using
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items arranged on a 5 point Likert scale. The rageiwere arranged from most negative
comments/perceptions/attitudes (represented onsthée by 1) to the most positive
perception/attitude (represented on the scale byn5addition, open-ended questions
were also incorporated into the questionnaire desigorder to allow respondents to

identify or discuss other relevant issues.

1.6.2 Data Collection

Data were collected using a non-probability sangpl@esign: convenience sampling
(based on location). According to the yellow padhsre are 149 restaurants in Durban
(www.yellowpages.co.za). The sample comprised adnty-five restaurants from the

Greater Durban area, these were small/medium kesesewhich were in operation for 5
years or more. The age of a business reflectsarkenh experience and affects its ability
to grow. International experience has shown thath®iand deaths among small
businesses tend to be concentrated among youndesmaaller firms (Van Scheers &

Radipere, 2007). Businesses in operation for 5syaad more were therefore selected for
stability purposes. In addition, in older estabimmts, there would be increased
interaction between managers and employees, plashgoyees in a better position to
comment on their managers’ competencies. Managetsmployees were approached
before and after lunch shifts, as this was the mostenient time. Three employees per
manager participated as selection of a larger numbemployees would have impacted

on the operational functioning of the restaurant.
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1.6.3 Data Analysis

The Likert scale used in the questionnaire produmelihal data. Descriptive statistics
were used to analyse ordinal data with the assistaha statistical software package for
social sciences (SPSS) computer programme ver&omata from both manager and
employee questionnaires were programmed into SRfIScaded accordingly. Cross
tabulation (Chi-square) was used for comparativepgees between manager and

employees responses. Qualitative data was anabysentifying common themes.

1.7 Limitations of the Project

= Not based on 360 degree evaluation
= Convenience sampling, unable to generalise findiagke population
=  Only three employees per manager were chosen lmaséde and resource
constraints. Employee’s relationship with managéft ave an effect on
results/biases introduced
= Analysis does not focus on race or age as categfmiiestratification
= Sample limited to only one type of business, nayet relate to other
businesses.
Beyond the scope of the study but also a limitatiomable to correlate managers high
levels of competency to success (financial, yehoperation or employees happiness) of

business due to large number of variables.

12



1.8 Structure of the dissertation

1.8.1 Chapter Two
Literature Review

This chapter examines the theory underpinning tbéarch: managerial competencies
and how they are evaluated. It reviews various Isstic sources (peer reviewed journal
articles, dissertations and books) from interreladad unrelated disciplines. Literature
was reviewed with the aim of exploring different magerial competencies and how
employees’ perception of manager’'s competencidserdifrom managers’ perception of

these competencies. It views national and intesnati theory on the subject, with the

attempt of locating this study within a context alhgstrating how it can contribute to the

subject area.

18.2 Chapter Three

Methodology
This chapter focuses on the research methodologyoged (survey-questionnaire and
interviews) in this study to investigate the reshaproblem. It outlines the rationale
behind selecting this approach and discusses patgr problems and preventative
measures as well as highlighting problems expeegrend the manner in which the

impact was minimized. Data analysis proceduresseeoutlined.
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1.8.3 Chapter Four
Data Analysis and Results
Data were analysed using SPSS and various statigtsts were conducted. The profile
of the business and respondents is presented.ngmdire graphically illustrated and

tabulated, followed by discussions of the majodiings.

1.8.4 Chapter Five
Limitations, recommendation and conclusion
The critical objectives of the study are addresseditations of the study are discussed,
in an attempt to assist future studies. Based etiidings, several recommendations are

proposed and options for future studies discussed.

1.9 Conclusion

This chapter introduces the study, details the lprobstatement and objectives and
reviews the research methodology. To set the coftwexhe study, Chapter Two reviews
several areas of literature focusing on competenara its various definitions, upward
appraisal systems and its value. This is followgditerature review of gender and its
effects with regard to managerial competencies exgpdores management development

programmes.
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CHAPTER 2: Literature Review

2.1 Introduction

This chapter reviews literature in order to devetopunderstanding of the theoretical
framework of self and employee perceptions in upwappraisal systems and their
application and creates a context for the pregdedisased on a focus on previous work
relating to the research problem, reviewing presiawrk relating to methodology and

results.

The chapter begins with discussion of the numerowslicting concepts/debates of
managerial competencies and defines competencieshan context of the study
(restaurants). Thereafter the focus of the liteeais on appraising selected competencies
and discussion on the 360-degree appraisal syStemiwo main categories (manager
self-evaluation and employee evaluation) selectedhfthe 360-degree approach are
discussed in more detail. Finally the effect of dmnon competency appraisals is

evaluated from manager-employee dyads.

Importance of managerial competencies and implicabins

At the turn of the century, South Africa hostedemtimated 3 million small enterprises
(including informal businesses) (Steyn and Stey0062322). These enterprises
contribute significantly to the country’s econontyowever, the failure rate of small
businesses in South Africa is high (Van Scheers &lipere 2005). Brink, Cant and

Ligthelm (2003) attribute a lack of proper managetrekills as one of the factors for
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failure and are of the opinion that managers inlisaral medium sized enterprises need
proper managerial competencies. A growing resean@dam explores the premise that
effective leaders possess certain core competertbigs contribute to their high

performance (Brownell, 2008).

2.2 The concept of competencies

Competencies, when properly designed, leverageriexge and insight of leaders in an
organization (Hollenbeclet al. 2006). Boyatzis (1982) introduced the concept of
competencies that grew popular in the late 1980s.ddfined a competency as an
underlying characteristic an individual possessed ases, which leads to successful
performance in a life role (Mbokaet al 2004). Much exploration of the concept over
time has led to two major approaches: one thaeglamphasis on behavioural aspect of
a competency by defining it as a set of behaviopatierns that an individual needs to
possess, it is a dimension of overt and manifesaweur, incorporating both the desire

and the ability to behave in a competent way.

The second approach views competency in a broadesamd as an underlying
characteristic of an individual, incorporating nveti trait, observable skill, social role or
body of knowledge (Mbokaazt al 2004). Scott (1996) has provided a more holistid

detailed description of a competency, combiningioter facets (knowledge, skills,
behaviour and attitude). He defines a competency atuster of related knowledge,
attitudes, and skills that affect a major part né's job (role or responsibility) and that

correlates with performance on the job, which cannteasured against well-accepted
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standards and which can be improved through trgiaimd development (Mbokaet al
2004). This definition is most applicable to thereat study as it describes a competency
and lends support to the fact that competenciesbeadeveloped and improved. This
study aims to compare perceptions of competenasi€fined by Scott 1996) from two
different perspectives: managers’ self-evaluaticarsd from assessments of their
employees. This study also aims to investigate mdregender plays a role in employees’

perceptions of managerial competencies.

Studies on identifying key leadership competeneaies inundated with typologies and
lists of various skills and attributes/abilitiesol@&man (2000); Palmer, Walls, Burgess &
Stough (2001) Abraham, Karns, Shaw and Mena (288d9rt that effective managers
possess skills that include communication, teanfdimg, problem-solving and decision-
making. Goleman (2000) also makes strong argumémtsa competency-based
perspective. Kirkpatrick and Locke (1991) includéelligence, initiative and knowledge
of the business, whereas Topping (1997) focusescamfidence, trust, teamwork,

communication and a desire to develop others.

Exploring manager competencies illustrates that aroos researchers have derived
independent conclusions regarding the requiremémtseffective leadership. Most
leadership competencies identified in studies doimmorporate emotional competencies
as described by Goleman (2004). According to Goler(2004) the great divide in
competencies lies between the mind and heart, oe nezhnically, between cognition

and emotion. Some competencies are purely cogn#fiweh as analytic reasoning or
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technical expertise, whilst others combine thowgid feeling. Goleman (2004) believes
that our emotional intelligence determines our ptéé for learning, the practical skills
that are based on its five elements (containingr@btional competencies).

= Self-awareness

= Motivation

= Self-regulation

=  Empathy

= Adeptness in relationships

Of the five elements listed above, self-awarenssxiremely important to this study as
managers’ self-awareness (in respect of compet&nde being tested. Personal
competence is also particularly vital in this stualy it aims to investigate managers’
perceptions of their own competencies as well assasif managers are willing to learn,

an important factor if training and developmenttaree successful.

According to Brownell (2008), several decades skegch have been unable to isolate a
generic core skills/’competencies that ensure sacdceall contexts. Competencies can
become rather complex due to varying definitionassification of more than one type
and the fact that there is no universal set of aismies that can generally be applied to
managers. Competencies vary depending on the typdusiness and manager
competencies, similar to company core competenaibgh can change with variables
such as time, location of business or size of mssnThe general list is to some extent

applicable to all jobs. However different jobs madtéfering competency demands
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(Goleman, 2004), therefore this study has beentdohiestricted to small restaurant

businesses only in an attempt to test for competsmelated to this industry.

2.3 Appraisals for competencies

The performance appraisal process has been dasdybBrauch (1996) as serving two

major purposes: first as a source of informatioeduly management to make decisions
about promotions, salaries, training needs anditr@isupport and secondly serving as a
feedback tool for employees, facilitating persangdirovement and development. For the
purposes of this study the appraisal process isdbas a reversal of roles, where the
focus in on evaluating managers, from an emplowgspective rather than the other way
around. This study aims to evaluate manageriabp@dnce, using a combination of the

functions outlined by Brauch (1996) and focusing on

1) using manager appraisals to make decisions regandiming and support

2) used as feedback tool facilitating personal impnoeet and development

It is believed that the appraisal might identifyneed for training and feedback and
development can positively contribute to improviogganizational functioning and

overall business success of the company.

There are a range of techniques available for odtimy managerial competency
assessments such as psychological testing, indivchhmpetence assessment conducted
by external consultants and multi-source assessfeedback from superiors, customers,
peers, employees and self-assessments (Guinn,.1BBé)modern trend in appraisals

however is focusing on the 360-degree appraisdig;hnoffers prospects of generating
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more objective assessments than one-way feedbalsich wreviously characterised
organizational practice (Atwater, Waldman & Brét02; Boice & Kleiner, 1997 and

Millmore, Biggs & Morse, 1997).

2.3.1 Upward appraisals/ 360 degree appraisal feedtk process

Skip-one-level
appraisal

Immediate Supervisor

l Internal Customer

Manager
“self-appraisal”

-—
Other managers / T

“peer appraisal” External Customer
“Client appraisal”

Employees
“upward appraisal

Figure 2.1. Potential appraisers in a multi-appraisal system for managers (from Redman &

Snape, 1992:33).

According to Mount and Judge (1998:557) “the 36Qrde feedback system is
characterised by evaluating individual’'s performaray multiple raters from multiple
levels in the organization”. This generally inclsdperformance assessments derived
form the following four categories: peers, emplaegipervisors and self-ratings, these
dimensions however are generally dealt with indieidy in the literature (Millmoret al.

1997). The majority of 360-degree systems inclugedback from peers, employees,
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supervisors and self-ratings (Millmoe¢ al. 1997). Strong supporters of this approach
include Edwards (1996) who believes that the aayuaad credibility of the 360-degree
performance evaluations are enhanced by expandieg sburces of assessment.
McCauley and Moxley (1996) are of a similar opinioglieving that when feedback is
consistent across multiple raters or from differpatspectives, it is hard to deny that
there is some truth to it. This study supports lieéef that expanding the sources of
assessment is beneficial, however, the study wlif focus on managers’ self-appraisals
and employee appraisals as the multi-source aseasgrocess is administratively time
consuming as each assessee has a typical minimutfiveofdata inputs and has

considerable financial implications.

By incorporating a multi-feedback approach in @tisdy (combining self-appraisals and
employee appraisals) attempts are made to remav@dtential for biases inherent in

single-rater appraisal systems (Atwater & Yammariki93; Redman & Snape, 1992).

Employee appraisals were chosen in the study becamployees can provide valuable
insight into managerial behaviours and competené&ewployee appraisals (also known
as upward appraisals) are contrary to traditiopat@aches because they operate counter
to the traditional top-down flow of most organizats (Millmoreet al. 1997). Kantor and
Weisberg (2002) believe that that employees areeioms in a better position to assess
certain managerial aspects because of the cloggdayeworking relationship and this
study aims to explore this. A similar view is sithiy Mount (1984) who believes that
employee ratings represent a valid source of pedoce assessment because employees
are in a better position, than other raters graopgrovide meaningful assessments of

certain managerial behaviours.
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2.3.2 Self-appraisals

Self-appraisals refer to the process in which imlligls rate their own performance. This
is well described by Brutus, London and Martingd999) who describe self-appraisal as
a type of feedback in which the individual (in tlegidy managers) is the source, the
evaluator and the recipient of the information. rEhes, however, obvious biases
associated with this practice and findings from lttezature reflect that rating errors are
more common in this approach compared to otherasggls (Fox, Caspy & Reisler,

1994). Yammarino and Atwater (1997) point out timatst biases reflect positive biases,
which is similar to Jansen and Vloeberghs’ (199@dihgs that over-rating by an

individual is more common than under-ratings.

This study therefore is not only based on self-awass of managers but on a
combination appraisal approach (as mentioned earliee advantage of appraisals from
more than one perspective is that they allow imhligis (managers in this study) who are
being rated to compare their self-perceptions witb perceptions of others (their
employees in this study) with regard to their owahdéwiour and competencies.
According to Garavan, Morley and Flynn (1997) feadbof this nature is based on two
assumptions: firstly that the awareness of anyeddfices between how individual see
themselves and how others see them will enhané¢eas@ireness and secondly it will
maximize performance and enhance personal learnifigese assumptions are
particularly relevant to this study as it aimsdentify if a difference in perceptions exist
as well explore manager’s willingness to exploréays to address this (through training

or educational programmes relating to leadershipraanagement).
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2.3.3 Importance of self and employee ratings

While most studies involve the 360-degree apprapaloach, the approach selected for
this study focuses on self and employee perspegtioe which literature also exists. The
self-other rating model presented by Yammarino Atdater (1997 (Fig 2.2) indicates
different combinations and their respective outcenand development needs. For
example good high self-ratings=high employee ratimgtegory translates into very

positive outcomes and low development needs.

Comparison Self-Employee Outcomes Development
Types Needs

v v ’

Self-

Rating: » Over Estimator —» Very Negative » High
: Self-ratinas>emplove
In-Agreement/Good Very Positive Low
Self-Other P High self-ratings = high > »
Comparison employee ratings
In Agreement/Poor Negative High
> Lowselfratings = low [ >
emplovee ratinc
Employees
1 ¢
Rating: »  Under Estimator Mixed Moderate
Self-ratings<employee —» >
ratinas

Figure. 2.2: Self-employee Rating Model (adapted from Yammarino and Atwater 1997:37).

The level of agreement or congruence between atifgs and external ratings of one’s

behaviour or performance is usually taken as aexnof self-awareness (Wohlers &
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London, 1989). Such a measure is not objective,ifulitates the degree of similarity

between self-assessments and assessment by others.

According to Fletcher (1999), from a theoreticatl @mpirical perspective, congruence
has a wide significance and there is growing ewdethat congruence seems to be
associated with higher performance. Bass and YammgL991) examined convergence
of self and employee ratings on leadership qualiimong naval staff and found that
higher congruence was correlated with higher peréorce measures. Furnham and
Stringfield (1994) also revealed similar findingsxamining congruence in a study
involving 400 Chinese and Caucasian airline emmeyerThey found that smaller

differences between target managers and employat‘gys on leading and motivating

were linked with higher/superior (independent)rrgtof the targets.

2.4 Effect of Gender on Perceptions

2.4.1 Gender Issues based on self-evaluations

The observation that there are gender differentelf-assessment is not new. Beyer’s
studies (1990, 1992) on accuracy in self-evaluatiohperformance revealed that there
were gender differences in accuracy of self-asseisson masculine gender-typed tasks,
with women significantly understating their perf@ante. Interestingly this difference
was not observed on neutral or feminine genderdygesks. There is evidence that
gender differences in self-assessment generalizevotdx situations (Fletcher, 1999).
Wohlers and London’s study (1989) of self-awarenessanagers showed that female

managers tended to rate themselves lower than thalies did and lower than their

24



bosses rated them. Millmoret al’s (2007) findings contrast with this, showing that
female ratings were significantly higher. Lindem&anvik and Rouhiainen (1995) found
that female staff in a sales and marketing compeernge less likely to overestimate their

performances (measured objectively) compared o thele counter parts.

An investigation conducted by Van Velsor, Tayloddreslie (1993) did not find any
gender differences using the benchmark rating syst®wever their participants and
sampling technique was criticized for biasing thsuits (as nearly all participants were
female). Recent research generally demonstratksdit no difference in the self-ratings
of females and males across a variety of orgawiat(Bartol, 1999; Skipper & Bell,

2006).

2.4.2 Gender issues based on manager and employee perceps

The literature is inconsistent regarding the impafcgender on self and other ratings.
Some studies conducted reveal that there is evedehgender differences in the level of
agreement between self and employee ratings (BarRuitterfield, 1976; Brown, 1979;
Heilman et al. 1988; Millmoreet al. 2007; Nivea & Gutek, 1980; Petty & Lee, 1975;
Petty & Miles, 1976, and Wexley & Hunt, 1974 foumdWexley & Pulakos, 1983). In
Nivea and Gutek’s study (1980) raters perceive wommenagers as possessing less
power than their male colleagues, whereas LondahVaohler's (1991) found higher
agreement between self and employee competencygsdidr female managers than for
male managers. Alimo-Metcalfe’s (1998) study alepported these findings: reporting

greater self-employee agreement for female manadénglings from other studies
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(Osborn & Vicar’s, 1976 found in Millmoret al. 1997) indicate that employees express
a preference to/more favourable attitude towardsafe managers compared with male
managers. This was especially true with those gihdri management levels (Millmoeg
al. 1997). Higher ratings for female managers, diffieosn the traditional trend, where
females were subjected to negative, sex-basedstpes. At face value it would appear
that female managers are out performing their nwdanterparts on work-related
competencies, however other possible explanatiaigde:
= Female managers have something more to prove tlz@ managers and as a
result work harder to achieve results (Greener7200
= “Gender contrast” effect, as outlined by Heilmamartell and Simon (1988),
could play a role, whereby raters are surprisedtigy actual performance of
females in comparison to sex-based stereotypes thied leads to over-
compensation in any ratings of performance.
= Employees overrating their managers could also ainpa the study. Bernardin
and Beatty (1987) discovered that even within anmmys rating systems, some
employees confessed to over-rating managers irr ¢odeortray them positively

rather than negatively.

There are also studies which conclude that ther@amgender differences in performance
ratings (Bartol, 1999; Griffeth & Bedeian, 1989; Mey, 1982; Skipper & Bell, 2006).
Most studies (Dobbins & Platz, 1986; Eagly & Johmsb990) point to the similarities
that exist between men and women, which tend taveigh the differences. One reason

suggested for this is that over time many occupatiotnanagement in particular, have
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become gender neutral rather being viewed as s$ypieally female or male oriented
thereby reducing a potential source of bias (Millet al 2007). According to Millmore
et al (2007) this might suggest that females possagisehiself-esteem and are more
confident compared to females two or three decages A view supported by Sanyal

and Guvenli (2004) for similar reasons.

2.5 Learning and Managerial Development

According to Cho and Schmelzer (2000), traditioeducation commonly focused on
teaching and learning styles that follow the ohyest educational model. This theory
functions on the basis that an objective reality loa delivered to the learner, who in turn
will modify his/her behaviour accordingly. Teachdogus on transferring knowledge
from the expert to the learner. This study explaresiels for managerial training and
development that differs from the objectivist ediara model and teacher-centered

approach and emphasizes a learner-centred experienc

Management training programmes based on princgleb as those outlined by Winch
and Ingram (2002) are extremely valuable:
= People are recognised as individuals who make palsmeaning in social
situations and each with their own learning styles.
= Collaborative active learning in groups is moreeefiive than content driven
training courses.
= Action learning can help develop both the individaad organizational learning

as well as implementing business strategy.
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2.5.1 Action learning

Action learning involves learning collaboratively solve organizational problems and
develop people (Winch & Ingram, 2002). Accordingliongenecker and Fink (2001)

managers learn best by doing. Giving managers ppertunity to learn by tackling real

world problems (action learning or learning by dpins a very effective method of

management development. “Learning by doing incieastention of covered material,
stimulates trainees to rethink current organizaigractices and provides opportunities
for managers to take risks in decision-making, laadn how to work with a diverse work

group” (Longenecker and Fink, 2001:14).

2.5.2 Workplace learning

Workplace learning has been high on the agenda&rwloyers around the world, and
spanning more than 40 years (Prestoungrange, 200&@3t managers have life and
workplace experience that must be interpreted anl bpon for self-actualization to

occur, a significant outcome in its own right (Roemgrange, 2002).

Enterprises institutionalising continuous learniqyocesses within the corporate
framework and the concept of corporate businessast{CBS) are built on the assertion
that “managers learn best at work” (Prestoungra62). This is supported by Wills
(1993 found in Prestoungrange 2002: 331) most #&stiy quoted phrase: “The
enterprise where we work is far and away the magtificant business school that
managers ever attend”. By implication, there isr@placement for learning by doing,

provided that the doing is captured, reviewed amédgrated into the enterprise’s learnt
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systems. Prestoungrange (2002) argues that a ngaomganization is one where the
feedback from actions taken and evaluated is coallyn used as the basis to update and
amend the way things are done. Learning comes$etavihen management is involved in
the process: they already direct the action, nogy tban direct the learning and its
capture, which include the curriculum and the cesiref learning within the CBS as

these are wholly derived from challenges facingetherprise (Prestoungrange, 2002).

2.5.3 Combining action and workplace learning

Accredited action learning as outlined by Teare Bagner (2002) is an approach that
can be applied to managers in the restaurant indastit is known to yield a high return,
especially if set in the context of an internalizgducture such as corporate business
schools. Teare and Rayner’s (2002) study demomsitrtite success and potential to
internalize, accredit and certify action learninga@rk. Their study also indicated what
could be achieved by enabling senior managers bt personal learning and career
development with strategic project work. All paip@nts viewed this approach as more
beneficial as it enabled them to work on immediatsiness challenges and work on their

own competencies (Teare & Rayner, 2002).
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Step 1 Step 2 Step 3 Step 4
Establish an .| Create an imaginative .| Present the learning N Capture the
infrastructure d plan g strategy g outcomes

I I I I
What resources do Where do we embed the How do we engage When and how do
we need to support systems to run our own with people and we leverage our
learning at work? corporate business organise accredited informal
school? action learning? knowledge
networks?
I
What do we need? What do we need? What do we need? What do we
need?
Learning platform Small central team Trigger points for learning
support Facilitation and support Internalised accreditation High potential
In-built management A vision for learning Customized credit tracks volunteers
library A business case Buy-in from learners Quick wins
In-built registration A cascade plan Buy-in from the business Tangible results
and tracking Convinced
In built learners

Figure 2.3: Capturing organizational learning (Teare & Rayner, 2002: 356).

Research conducted by Best, Lashley and Rowson7)2@Dpports another possible
alternate approach. Results from a qualitative esurgf 17 pub managers reported
positive impressions of an in-company educationr@gpgh and the majority of
participants stated that the course led to incebasdes, profits, customer and staff
satisfaction. These claims are supported in thdyshy results obtained from company
and sales data where sales, gross profit and uitormmance all show overall
improvements compared to company averages (Besl 2007). Bestet al's (2007)
study built upon previous research and was inforimed research model developed by
authors for the Hospitality Training Foundation @i, Lashley and Thomas 1999),
which has explored the business benefits of trginprogrammes to staff and
management. Important and relevant to this studizas the conceptual model suggests

that the benefits of training and development cafeocaptured by economic measures
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and should adopt a balanced score card of meafedsaps future research in this field
should consider a broad range of measures, sutttabeffered by balanced score cards,
which include the views of trainees, measure of legge and customer experiences as

well as financial measures (Bestal. 2007).

Organizational learning can also extend beyondctimapany and managers can benefit
and develop from network learning. According to tBgqt (2005), in recent years
companies have increased their collaboration withero organizations, suppliers or
customers in order to meet challenges from a gkeddlmarket. They participate in
various networks in order to improve innovation,gamizational learning and

effectiveness.

To address the need for developing managers iradseitality industry, focusing on
restaurant managers, a conceptual model presept€tddand Schmelzer (2000) offers a
different and valuable perspective. The model combicritical thinking, collaborative
learning and just-in-time (JIT) education toolsttirenagers will require to be successful
in the workplace (Table 2.1). The educational apphoto learning allows managers to
collaborate with others in the hospitality businessmmunity though the use of
technology.For each learner, the components of the model haslgghtly different but
relative role in this process. Each learner becommesexpert by following his/her
individual course of thinking and gathering knowded This model has several

advantages and applications for the hospitalityustiy: it has been designed for
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managers in the hospitality industry; it is flexabhnd allows for some development in

individual areas, which is extremely important fioanagers with different needs.

Table 2.1: Constructs of the JIT model (taken from Cho & Schmeizer 2000)

Constructivism
(critical  thinking
skills)

Basic premise

Learning is done
by constructing

knowledge

Forming abstract
concepts to

represent reality to
assign meaning to

it.

Major

Assumptions

Students learn best

when they discover
things for
themselves and
when they control
the pace of

learning.

Implications for
instructions
Learner-centered
active learning.
Instructor as a

facilitator.

Collaboratism

Learning is don e

through the shared

Improving

communication,

Active participation

of learners with

Instructor as

questioner and

understandings of listening, previous provider of
more than one participation and knowledge is feedback.
learner. socialization critical to learning
Just-in-time Learning can be Creating a virtual The educational The learning
Education done at any time learning process assumes a | process is without

and any place

community which
provides learner-
oriented, random-
access, interactive
multi-media
systems 24 hours

a day

new format without
loss of integrity and
content and with
gains in timelines

and efficiency

boundaries of time

and place
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Needs assessment is an important part of the dawelat process and Woods’ (1992)
training cycle begins with developing the needsssment, followed by training and
implementation (identifying training objectives,ntents, methods, implementation) and
finally evaluating the programme. Although Wood4'992) model is designed for
multicultural training in restaurant industry, iffers valuable lessons for developing

managerial development programmes.

Another important consideration in training and elepment in the restaurant industry is
identifying deterrence factors in training. Lee akge-Sung Chon (2000) identified
several deterrence factors to training in this emment and these include:

= Cost

= High turnover rates

= Lack of support from management

» Time associated with training

= Absence of training specialist

= Difficulty in implementing training

= No apparent need

Although Lee and Kye-Sung Chon’s study (2000) waseb on deterrence factors that

affected employees, some of these are valuable applicable to manager

training/developing programmes.
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2.6 Conclusion

This chapter reviews the literature used to addies®bjectives of the study, outlined in
Chapter One. It discusses in detail the proce860fdegree or upward appraisals and its
benefits, along with discussions on managerial @enxies and views on the role
gender plays in managerial competencies. This ehagiso explores learning and
unconventional options for managerial training ahelelopment. The next chapter
provides an overview of the research methodologdus the study and the rationale

behind its selection.
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CHAPTER 3: METHODOLOGY

3.1 Introduction

The previous chapter examined literature on upwpgtaisals, managerial competencies
and explored the effect of gender. This chaptecnilgss the methodology implemented
in the present study. The methodology is basedheorétical underpinnings from the
literature review. The research approach and desa&e chosen in order to address the
objectives of the study and this chapter also piewia brief overview of the data

analysis.

The aim of fundamental organizational researchoigdin insight into certain events,
processes and phenomena (Van der Vedtdeal. 2004). Research procedures can
illuminate organizational problems and contribute dreater understanding of the
problem in the search for solutions. Research rpgmeful and can be defined “as a

process of gathering data in a strictly organiseadmer” (Davies, 2007:56).

The focus of the current research is on investigathanagerial competencies within the

restaurant business from different perspectivedemtify if gaps exist and explore the

prospect of intervention for purposes of manageigaielopment.
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3.2 Aim and objective of this study

The aim in the present study is similar to the pryngoal of most multi-rater feedback
processes: to improve managerial skills. The rat®that supports this goal rests with
the notion of self-perception (Yammarino & Atwat&®97). Research suggests that
feedback increases the accuracy of self-perceptindsnforms managers /leaders about
the need for behaviour change or personal developme&cording to Yammarino and
Atwater (1997) managers who never receive feedbaltiend to retain inaccurate self-
perceptions and remain ignorant regarding perceptioom others. This could also have

a negative effect on the productivity and succéskenorganization.

3.3 Research Design and Methodology

There appears to be much disagreement in thetliteraegarding research design and
how to identify core competencies of a firm. Wistdeid (1994) identified them through

interviews with managers whilst Collis (1996) andbRrts and Shea (1996) generated
their own lists from literature or surveys. Thisud¢ has generated several key
competency areas based on previous studies. Iti@gdiompetencies in the study are
restricted to the restaurant business as this éasfits for comparative purposes. Von
Eck and Verwey (2007) also recommend restrictingdiss to one industry as

organizations within that industry are likely topexience the same challenges.

Chabert (1998) describes organizational particgast being best able to identify core
competencies since they have an insiders’ view akings of the organization. Hence

this study acknowledges that “insiders” offer awadile perspective, therefore managers
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and employees within the company were selected reotdall stakeholders who are

usually associated with a 360-degree appraisal.

3.4 Ethics

Prior to data collection, upper management at &aueants, in the Greater Durban area,
KwaZulu-Natal, were contacted for permission to dimt research in their firms.
Permission was also received to interview both rgarsaand their employees within the
firm. Signed letters of permission from firms alomgth individual consent from
managers and employees (Appendix 2) were submeisedart of the ethical clearance

(Appendix 1).

3.5 Sampling

According to Jankowicz (2005) non-probability samgl involves identifying and

guestioning informants because of interest in thadlividual positions, roles or

background experience, much of which pertains ie fresent study. Convenience
sampling was chosen due to budget and time contgrdiowever, limitations associated

with this technique are acknowledged.

3.6 Data Collection

This study incorporated both primary and secondartg sources. This section describes
how the data were compiled from both sources agtlights the instrument chosen to

gather primary information on competencies from tiféerent perspectives.
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3.6.1 Primary Data Collection:
Literature searches reveal that most upward agsaschemes involve questionnaires
and this is one of the reasons why this instrunvea® employed in the present study.
Based on the comparative nature of this projectgny data were collected using two
different survey instruments: a questionnaire desigfor managers in the restaurant

industry (Appendix 3) and a different questionn&inetheir employees (Appendix 4).

A similar procedure was followed as with multi-sceirfeedback assessments, which
involved:
= |dentifying a number of observable managerial behag/competencies believed
to be important for managerial success.
= Selection of individuals (in this case employeas)the company to rate the
manager anonymously.

= Comparison of managers’ self-evaluations with titdained from employees.

3.6.2 Secondary Data
Secondary data were collected from books, dissemtatand journals. Peer-reviewed
electronic journals, however, provided the majorty secondary data. Articles were
accessed via e-journals, e-databases and intertigblastic searches. Pertinent
information was extracted from a variety of joumapanning multiple disciplines
(Management and Hospitality, Business Reviews, fQrgdional Behaviour, Human
Resources, Psychology and Industrial Psychologhe Mterature provided theoretical

background, identified concepts and approaches bithwto base the research and
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expand understanding. Secondary data were usezfit@ the research design, provide

background and formulate the investigative question

3.7 Construction of the Instrument

3.7.1 Questionnaires
Although several different methods are commonlydufe the systematic and orderly
approach of data collection in business and managerasearch, this study implemented
the survey method. The technique of data colleatmmsisted of the distribution of self-

administered structured questionnaires.

3.7.2 Decision to use self-administered questionnas
According to Saunders, Lewis and Thornhill (20083 tecision to use questionnaires
should be influenced by a variety of factors, ofiahhthe following have been
highlighted as they influenced the decision takeruse questionnaires as opposed to
other data collection techniques.
= the types of question one needs to ask to colkset d
= importance of reaching a particular person as poregent
» importance of respondents' answers not being conéded or distorted
= the resources available in particular time to catgthe data collection, financial
implications of data collection and entry
Sekaran (2006), states that the use of persondityirgstered questionnaires is a good
way to collect data if the survey is confined tlm@al area and the organization is willing

and able to assemble employemmditions which were both met in the present study
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A combination of the above factors, along with thévantages of self-administered

guestionnaires, resulted in its selection for @aléection in this study.

3.7.3 Advantages of using self- administered questinaires
Self-administered questionnaires are less expemsigared to other approaches. It has
little turnaround time in obtaining the raw dataogposed to questionnaires delivered via
post or e-mail. A 100% response rate was ensurddtavas quicker to administer than
interviews. In addition it afforded respondents enaontrol and avoided interviewer
evaluation apprehension that could have arisen fesminterview approach. Self-
administered questionnaires, personally deliveeed, also an attractive option as the
researcher can establish rapport and motivate melgmbs (Sekaran, 2006). It also gives

respondents an opportunity to clarify any doubéd thay arise.

3.7.4 Disadvantages of self-administered questionnes
Self-administered questionnaires are very time-gomsg in the workplace.
Organizations may be reluctant to give up compamg tfor the survey with groups of
employees assembled for the purpose. In this sthdywas not the case as all business

owners and managers were co-operative. A mutuatlyenient time was also selected.
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3.8 Questionnaire design

3.8.1 Measurement
According to Guinn (1986) there are two basic tégines for multi-source assessment: a
multi-point Likert type scale or a paired companisgpproach. The 5 point Likert scale
was preferred and chosen for this study basedefotlowing reasons:
= most studies of a similar nature incorporated #mproach rather than the paired
comparison.
= The paired comparison approach is better suitedhéf number of stimuli
presented is small and respondents are generdbdas choose between two
objects at a time (Sekaran, 2006), which was ret#se in this study.
= According to Hysamen (1996), a five-point Likertake is widely used for
measuring opinions, beliefs and attitudes, whictdirectly applicable to this
study.
= The 5-point Likert scale is easier to compile tlzay other attitude scale and it
provides a variation of scores, which tends to lbeemeliable (Hysamen, 1996).
The majority of questions in the managers’ questne therefore implemented a 5-

point Likert scale.

3.8.2 Questionnaires for Managers
The survey questions in the questionnaire designednanagers attempted to elicit
managers’ self-awareness regarding several compesemmnd their attitude towards
intervention. Questions regarding gender were atetuded as the study aimed to

investigate if gender played in a role in percapidrom both manager and employee
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perspectives. The total sample of managers compaisgéd males and 8 females, all of
who were chosen from approximately the same orgénizal level in order to control
for sources of unreliability, which occurs whenerat are from varying organizational
levels. Both male and female managers were selegctedder to investigate if gender

affects perceptions regarding managerial competenci

This study acknowledges that the working hours e$taurants extend beyond
conventional business hours and managers and eegdogenerally work shifts.

Although there are generally more than one managerrestaurant, based on time
constraints and limited resources only one manpgerestaurant was selected for this
study. Meetings with managers were arranged basedtione that was suitable for them,

S0 as to minimize disruption of their busy scheslule

3.8.3 Questionnaires for Employees
Questions designed for employees examined theiwsvigegarding the same

competencies outlined in their managers' questioema

Most of the literature on the multi-rater feedbautlicates that participants are generally
chosen from a list of employees generated by theagers for selection based on
frequency and significance of contact. A numberogjanizations allow managers to
select their own raters from amongst peers and@mapk (Redman & Snape, 1992). The
logic underpinning this is that it may enhance ¢hedibility of the raters. According to

Stinson and Stokes (1980) the raters’ competenamaking an assessment and their
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motives in doing so should not be in question anmerdfore giving the appraisees

(managers in this case) the task of selecting diter is an important ingredient. This

combined with the fact that the researcher wagsdihin accessing employees and was

dependent on managers’ resulted in managers sgjegtemployees. In addition, during

sampling employees were chosen based on the foigppriactical reasons/circumstances:

3.9

availability of employees (those working their slaif the time).
employee workload (participants included waitersti@as who were not serving
clients at the time the questionnaire was admiraste

employees who were willing to participate and conse.

Anonymity of employees

Three employees per manager per restaurant weretegtl This study chose to keep the

responses of employees anonymous for the followeagons:

Virtually all the literature and case studies orwapd appraisal emphasize the
need for anonymity in order to overcome employeedirig threatened or fearing
punishment for expressing honest but unfavourasalmgs (Redman & Snape,
1992).

Research evidence suggests that the use of noranos upward feedback
considerably impacts on the strength of open argbiply negative employee

feedback (Mathews & Redman, 1997). In order toichwnch a situation this

study has chosen the anonymous route.
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Anonymity does have some effect on ratings andifn@$ications regarding the sample
size in this study. According to Bernardin (1986maimum of five subordinates are
required in order to foster confidence in the amomy of the system. Bernardin and
Beatty (1987) also suggest a minimum of five raterd note that in practice companies
often set the number of minimum employees at a niigher level. Due to the fact that
the purpose of the appraisal is for developmentap@ses and not for promotional
purposes, in addition to financial and time constsa only three employees per manager
were selected. More than three employees woulchawé been practical in a business
setting as it would have interfered with operatldoactioning of the restaurant and it is
was anticipated that requesting more than 3 empkper restaurant would have resulted

in a lower participation rate.

3.10. Administration of the Questionnaire

Questionnaires were self-administered by the rekearto the respondents preceding and
proceeding lunch shifts and preceding dinner shi@@siestionnaires avoided dinner
sessions as dinner sessions continued to 10pnt, afieh it was anticipated that
participants would not be very responsive. Questies were first administered to
managers and thereafter employees were intervieamedat a time. Employees were
instructed to complete the questionnaire describiiey managers from their own points
of view in terms of competencies and attitudes towaimprovement/personal
development. Although this approach was time-comsgnas opposed to employees
completing the questions simultaneously, it was leygal because managers could not

allocate 3 staff members at any one given timehas would interfere with business
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performance and impact on client service. The heogfvorking with employees on an
individual basis is that it created an opportunftr employees to clarify any

issues/questions that they might have.

3.11 Analysis of Data

3.11.1 Quantitative data analysis
The Likert scale used in the questionnaire produmelihal data. The data was firstly
edited to check for errors, omissions, uniformifyeatry and completeness. Thereafter

the data were arranged to simplify coding and ttimn.

Numerical coding of 1 to 5 was assigned to the ftikeale. Descriptive statistics were
used to analyse ordinal data with the assistaneestdtistical software package for social
sciences computer programme version 15. Data frath lmanager and employee

guestionnaires were programmed into SPSS and cmealdingly.

Cross tabulation tables were constructed usingdtite from manager and employee
guestionnaires. Cross tabulation was chosen becaisene of the simplest and most
frequently used ways of demonstrating the presenedsence of a relationship (Bryman
& Cramer, 2005). The presence of a relationshipveen two variables (in this case
managers’ and employees’ perceptions regardingadirifie competencies) could have
arisen by chance or have been a product of samefirng. It was therefore necessary to
determine the probability of a relationship betwéas two variables and the Chi-square

test was used to do this. The Chi-square test Wwasen because it is widely used in
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conjunction with contingency tables for this pu@@dBryman & Cramer, 2005). The Chi-
square test is a test of statistical significancé allows the researcher to ascertain the
probability that the observed relationship betweeo variables may have arisen out of

chance (Bryman & Cramer, 2005).

Responses on managerial competencies requiringouaprent were ranked from a
manager perspective and from an employee perspeetid ranks were compared.
Thereafter the Kendall's tau test, was used tostigate concordance (agreement) among

the ranks of managers and employees.

In order to identify negative responses on manaferompetencies (undecided or
unfavourable or very unfavourable) from manageis employees, the Wilcoxon signed
rank test was used. This test was chosen becaosenfiares pairs of scores in matched
samples. The Wilcoxon signed rank test was usetbtaopare the relative positions of
paired participants (managers views and employémssy in order to identify if the

pattern could have occurred by chance. The Wilcabemt was suitable for this study
because the data met the requirements for thisDesa were ordinal (based on results
obtained from a rating scale reflecting respondempénions and the test is used for

comparative purposes between two groups (managdreraployees).

3.11.2 Qualitative Data Analysis

Data obtained from unstructured open-ended quesfrom both manager and employee

guestionnaires were recorded and analysed accaicgmmon themes.
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3.12 Limitations

Allowing managers to choose employees rather thanrésearcher randomly selecting
them from a composite staff list might result ivdarably biased appraisals and this is
acknowledged. Convenience sampling gives no assertdat the results obtained can be
related, in terms of probability levels to the plgpion from which they were drawn. The
use of this sampling technique should be borneimdmvhen considering the results of
this study. The confidence that can be claimedHergeneralisability of the conclusions
is limited but according to Davies (2007) it idistasonable to expect that variables may
be tested for their relationship with other varelwhich is carried out in this study.
This study acknowledges the limitation of convengmsampling, however, taking into
consideration cost and time constraints this tegplmiis still considered valuable but the
results obtained should be considered in this contdis research nevertheless gave the
researcher exposure and experience of the fulltjqative research process and delivered
findings that, if supported by studies carried ioudlifferent locations, could be found to
reflect the views or experiences of a wider popoihat This study provides valuable
insight into managers’ and employees’ perspectme@smanagerial competencies and

attitudes towards intervention, which can be exqdan greater detail in further studies.

3.13 Findings

The objective of the questionnaires served a tliob# purpose: firstly to compare
manager and employee perspective on managerialetempes, secondly to investigate
if gender has an influence on perceptions and Ithit@ probe managers’ attitudes to

intervention.
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3.14 Conclusion

This chapter presents insight into the researchodeiogy utilised for this study and the
supporting theory, which informed decisions on thgearch methodology selected. The
survey, although conducted through convenience kagnprovides valuable insight into
managerial competencies in the restaurant businvassh is supported by Van der
Merwe and Verwey (2007) who believe that convergesempling can be a good source
of data in exploratory research. Results obtaimech fvarious analyses are presented in

the next chapter.
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CHAPTER 4: DATA ANALYSIS

4.1 Introduction

The previous chapter provides the relevance ofg¢bkearch methodology selected for this
study. This chapter presents and discusses thendgsdf the data obtained from the
completed questionnaires of both managers and eegdo Data retrieved from
personally administered questionnaire are analysew various statistical tests in order
to firstly examine if managers’ and employees’ petons differed regarding various
managerial competencies and secondly to investipateole, if any, that gender plays in

manager and employee perceptions on competencies.

4.2 Business profile
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% of establishements
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<5 years 5 years 6- 10 yrs 11-15yrs  16-20 yrs > 20 yrs

Age of establishment

Figure. 4.1: Number of years the business has been in operation
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The sample involved 25 restaurants located in treatdr Durban area, KwaZulu-Natal.
All restaurants selected were in operation for frears and more, as this was perceived
to be an indicator of success. As shown in Figute the largest amount (72%) of

restaurants in the survey was in operation for betw6-10 years.

16%

12%

W 1-10 employees B 10-20 employees O> 20 employees

Figure. 4.2: Number of employees in the restaurant sample

Figure 4.2, shows the number of employees in thgkaof restaurants. Most managers,
72%, in the sample were responsible for more thiastaff (including waitrons, kitchen
and administrative staff). The majority of restausain the sample had more-than 20

employees.
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4.3 Profile of respondents

Table 4.1: Profile of sample (in percentages)

Respondents Managers (n=25) Employees (n=75)

Gender

Male 68 47
Female 32 53

Age

17-20 0 15

21-30 60 73

31-40 16 11

41-50 24 1

Experience in the restaurant business

<1year 4
1-5 years 32
6-10 years 40
11-15 years 8
More than 15 years 16

Employment with current employer

<1 year 4 17
1-5 years 60 69
6-10 years 28 12
11-15 years 8 2

Table 4.1 provides details of gender, age, expegiemithin the industry and current

employment data of respondents. This data is dseclis the following sections.
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4.3.1 Manager Profile

Gender proportions of male and female managersersample indicated approximately
two thirds were male managers (n=17) compared &stlind female managers (n=8) as
reflected in Table 4.1. The majority of managersemgounger than 31 years indicating
the managerial sample comprises of young peoplé perhaps is indicative of the
industry, with a high turnover of employees, witloupger managers requiring

managerial training.

Most managers had between 6-10 years of experienite restaurant business (40%),
followed by 5 years and less (32%). This experigptates to the restaurant business and
not necessarily a managerial position, indicatimgt despite a relatively long length of
service in the restaurant business, managers ildresiefit from managerial training and

development.

4.3.2 Employee Profile

Male and female employees in the sample were alegsil. Of a total of 75 employees
sampled there were 35 males and 40 females. Tiremate: female employees varied
from 2:1 to 1:2 in restaurants and this was largklg to the availability of staff at the
tine of administering the questionnaires. The nigjamf employees in the sample were

younger than 31 years of age, a pattern similtnabobserved for managers.
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4.3.3 Managers and Employees

Table 4.1 indicates that the majority of managé84) and employees (69%) have been
employed in their present companies for a lengtlsest/ice ranging between 1 and 5
years. This is a relatively sufficient period fangloyees to have interacted with their
managers and rate their managers on the variouagadaal competencies. According to
Sanyal and Guvenli (2004), those who have been ingrin an organization long are
likely to be better able to determine how the orgaiion has functioned and the role

managers have played over a period of time.

Working relationship between manager and employees
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Not very Not favourable Undecided Favourable Very favourable
favourable

Working relationship

OManagers B Employees

Figure. 4.3: Description of the working relationship between managers and employees

Statistical analyses (Chi-squared) were performedhe working relationship between
managers and employees, depicted in Figure 4.3lyéisawas based on combining

unfavourable (not very favourable and not favowratélls) and undecided responses
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because of the extremely low response in thesgaaés. There was no difference in
opinion between managers and employees perceptiegarding their working
relationship (Chi-square = 0.015 with a p-valu®®02). Both managers and employees

agreed to very favourable and favourable descnptaf their working relationship.

4.4 Managerial development

Managerial Response (%)

No training Managenent courses  International training Semfwork/conf Informel learning

Managerial development in the last 5 years

Figure. 4.4: Developmental programmes/Training attended by managers in the last five years

Managers were allowed to select more than one hierefore the total percentage does
not equal 100%. Figure 4.4 depicts managerial dgveént amongst the respondents of
the study. The majority of managers have attendedagerial training programmes
(68%) and seminars/conferences/workshops (56%)irwitie past 5 years. The lowest
response was obtained for international trainind perhaps may be linked to financial

restraints.
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4.5 Managers and employees perceptions on managém@ampetencies
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Figure. 4.5: Managers and employees perspectives on managerial competencies

Key:

1 = Not very favourable
2 = Not favourable

3 = Undecided

4 = Favourable

5 = Very favourable

M1-M9 = Managers views on managerial competencies 1to 9

E1-E9 = Employees views on managerial competencies 1 to 9 (as outlined in Table 4.2)

Figure 4.5 depicts managers and employees pergpgadn managerial competencies
one to nine as detailed in Table 4.2. Results nbthivere very similar with both groups

choosing the favourable and very favourable categoBoth groups are in agreement,
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with feedback indicating largely positive resulffis could be linked to the very positive
working relationship described by both managersengloyees (depicted in Figure 4.3)
or perhaps this could be influenced by positivesésa with employees presenting their
managers in an extremely positive light. Stati$tieats were run on data from Figure 4.5
in order to test if both groups perspectives wéosaly aligned or not. These results are

included in Table 4.2.

Table 4.2: Statistical comparison of managers and employees perspectives on managerial

competencies, using Chi-square.

Competency Managerial Competencies Results
Chi-square P value
1 Communication skills 2.000 0.157
2 Expressing opinions freely 0.124 0.725
3 Manage effectively 0.003 0.925
4 Self-confidence in achieving objectives 0.866 0.352
5 Maintaining efficiency under stress 2.000 0.157
6 Efficient problem solving 0.000 1.000
7 Adapting to new situations 0.016 0.901
8 Knowledge of the restaurant business 0.000 1.000
9 Attention to service quality 1.091 0.296

Chi-square values were calculated based on congbimdecided, not favourable and not
very favourable cells, due to the extremely low bemof responses within these
categories. Chi-square analyses reveal there @iffesence in opinion between manager

and employees regarding any of the managerial ctanpes mentioned in Table 4.2.
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Both managers and employees rated communicatidis gasitively (favourable and
very favourable categories). A very small numbereofployees rated communication

skills negatively or were undecided.

The great majority of responses from both managedsemployees regarding managers’
abilities to express opinions/feelings freely walgo very positive and clustered around

the favourable and very favourable categories.

A similar pattern/trend was noted for all the feliag managerial competencies.
Managers’ and employees perspectives did not diffemanagers' abilities to work well
with people and manage effectively; managers smifidence in achieving objectives;
ability to maintain efficiency under stress; eféincy in identification and solving of
problems, ability to adapt to new situations, krexnge of restaurant environment or on

attention to service quality.
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Table 4.3: Negative responses obtained for managerial competencies (undecided or

unfavourable

Competencies Employee (%) Manager (%)
Communication skills 8.0 0.0
Opinions 17.3 12.0
Manage effectively 5.3 0.0
Self-confidence - objectives 8.0 0.0
Efficient under stress 13.3 8.0
Efficient problem solving 6.7 4.0
Adapt 18.7 8.0
Knowledge 34.7 36.0
Service quality 6.7 4.0

Table 4.3 presents the results from performing dc&¥on signed rank test for the
difference between the percentages undecided osemMar employees and managers.
This shows, the mean rank for positive ranks is(8-8alue = -2.509) with a p-value of
0.012. This indicates that the percentage undecwtednfavourable is greater for the
employee group than for the manager group wheisalkes are taken into account. Both
groups agree that managers perform worst on the is§ knowledge. Employees rate
managers poorly on ability to adapt to change. Bo#imagers and employees also rate

managers’ abilities to express their opinions opanid freely negatively.
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4.6 Areas requiring improvement

4.6.1 Quantitative Responses

Service quality

Knowledge

Adapt

Efficient problem solving

Efficient under stress

Self-confidence - objectives

Manage effectively

Opinions

Competencies requiring improvement

Communication skills

20 25 30 35 40 45

Response (in number)

‘I Managers O Employees ‘

Figure. 4.6: Competencies identified for improvement (counts)

Figure 4.6 Iillustrates managers and employees peoos on areas requiring
improvement varied. The highest two selected byleyges were managers abilities to
adapt to new situations and efficiency under stiggsreas managers chose efficient

problem solving, service quality and self-confidenc
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Table 4.4 presents the responses to ranking o$ aesemiiring improvement and showing

the convergence of these views between managermsnapidyees.

Table 4.4: Competencies identified for improvement (ranks)

Competencies that can be Managers’ Employees’ Responses
improved Responses Ranked Ranked
Communication skills 5.0
Opinions 4.5 3.5
Manage effectively 7.0 7.0
Self-confidence - objectives 6.0 8.0
Efficient under stress 25 2.0
Efficient problem solving 1.0 3.5
Adapt 4.5 1.0
Knowledge 8.0 9.0
Service quality 2.5 6.0

Rank 1 = can improve most, Rank 9 = can improve the least.

When testing for concordance (agreement) amongatties of managers and employees,
the Kendall's tau = 0.008 with a p-value of 0.886 ho agreement in ranks (Table 4.4).
The areas for improvement chosen by managers ditier those chosen by employees.
Managers focus on efficient problem solving, e#fiy under stress and service quality
as areas they would like most to improve in, wiiheployees focus on managers ability

to adapt to new situations and efficiency undessstr
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4.6.2 Qualitative Responses
Qualitative responses, obtained from the open-egdedtion on how managers can
improve, are grouped according to themes obsexeshdnagers and those obtained for

employees as shown in Figure 4.7.

/ Managers Views on \ / Employees Views on \

Ways to improve Ways to improve

= More help from = Learn from other
owners and senior managers
management = Having a mentor to

= Consulting with show him the ropes
other managers = Training

= Attending = Attending
workshops/courses workshops/courses

= Training = Management training

= Furthering their » Understand people and
education feelings

= Wanting to learn = Being more

\ more / \ compassionate

Figure 4.7: Themes identified from Qualitative Analysis

Themes were used to analyse responses on improvemias is shown in Figure 4.7
with, managers focusing on improvitgrough help from others as well as through
furthering their education, training, attending ks@ms and workshops. Employees felt that
managers could improve by learning from others, ifgava mentor, attending
workshops/courses or management training programeres by displaying more

understanding and compassionate.
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4.7 Role of gender in attitudes

Tables 4.5a and 4.5b show competency based on rgattitiedes

Table 4.5a: Effect of gender on managerial competencies

Competencies Chi-square p-value
Communication skills 7.749 0.021**
Expressing opinions freely 0.446 0.800
Manage effectively 4514 0.211
Self-confidence in achieving objectives 2.720 0.257
Maintaining efficiency under stress 0.719 0.869
Efficient problem solving 3.016 0.555
Adapting to new situations 1.413 0.703
Knowledge of the restaurant business 4.034 0.258
Attention to service quality 2.092 0.719

** Significant at the 5% level of significance.
Of all the competencies tested and shown in Talla, 4tatistically testing (Chi-squared)
revealed that gender only has an effect on comratiait skills and therefore this

competency was examined more closely and the sesxdtshown in Table 4.5b.
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Table 4.5b: Effect of gender on managerial communication skills

Gender Total

Men Women
Strongly disagree, disagree and
undecided combined 4 2 6
Agree 34 20 54
Strongly Agree 14 26 40
Total 52 48 100

Chi-square = 7.749 with p-value 0.021. On the issfu>mmunication, women are more

in agreement than men regarding their communicationpetencies. Women rate

themselves higher than men do.

4.8 Importance of management areas

Table 4.6 presents the results from analysis ofaganal competencies.

Table 4.6: Importance of management areas in the restaurant business

Competencies

Chi-square p-value

People and working in teams 9.724 0.002***
Human resources 10.425 0.001***
Food and dining management 4.357 0.037**
Service quality management 8.333 0.004***
Marketing 17.172 0.000***
Financial management 15.956 0.000***

**  Significant at the 5% level of significance.

*** Significant at the 1% level of significance.
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With regard to all of the management areas in Tallemanagers are more in agreement
than employees, and overestimate the importanceh®f management areas when

compared with their employees. The data per marsdgssmpetency is shown in the

following tables.

Table 4.7a: Managers and Employees views on people and working in teams

People and working in teams

1 2 3 4 5 Total

Manager Count 6 19 25
% within position held 24 76 100

Employees | Count 45 30 75
% within position held 60 40 | 100

As shown in Table 4.7a, both managers and emplaygegeople and working in teams
in the restaurant business as important and veppiitant. The majority of managers rate

people and working in teams as very important, eagthe majority of employees view

it as important.

Table 4.7b: Managers and Employees perspectives on the issue of human resources

Human Resources

1 2 3 4 5 Total

Manager Count 1 8 16 25
% within position held 4 32 64 | 100

Employees | Count 1 19 34 21 75
% within position held 1.333 25.3. | 45.3. 28 100
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As shown in Table 4.7b, managers view human ressuas more important compared
to employees. The majority of managers rated veag important (64%) followed by

important (32%) whereas employees’ views were ibisted across the options.

Table 4.7c: Managers and Employees views on Food and dining management

Food and dining management

1 2 3 4 5 Total

Manager Count 4 21 25
% within position held 16 84 | 100

Employees | Count 2 27 46 75
% within position held 2.6. 36 | 61.3. 100

As shown in Table 4.7c, managers’ responses torthertance of food and dining
management are restricted to two choices: as wagpgpitant (84%) and important (21%).
The majority of employees view food and dining ngaraent as very important and

important (36%), with a small percentage remainindecided (2.6%).

Table 4.7d: Managers and employees perspectives on service quality

Service Quality

1 2 3 4 5 Total

Manager Count 3 22 25
% within position held 12 88 100

Employees | Count 1 32 42 75
% within position held 1.3. | 42.6. 56 100

As shown in Table 4.7d, managers rate service tyuhlgher than employees do.

Responses by managers are only in the very impaatachimportant categories, whereas
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those for employees are distributed amongst the imguortant (56%), important (42.6%)

and a small percentage in the undecided categ@9o)1

Table 4.7e: Managers and employees perspectives on marketing

Marketing
1 2 3 4 5 Total
Marketing Count 1 7 17 25
% within position held 4 28 68 100
Count 1 7 17 33 17 75
% within position held 1.3. 9.3. | 22.6. 44 22.6.. 100

As shown in Table 4.7e, managers and employeeg&x@r wide range of opinions on
the importance of marketing. The majority of marrageesponded positively (96%
combined: very important and important categorieglh only 4% undecided.
Employees’ responses, however, were distributachpsrtant (44%) and equally shared
between very important and undecided (22.6% eaktgmall percentage of employee
responses were negative, viewing marketing as moy vmportant (1.3%) or not

important (9.3%).

Table 4.7 f Managers and employees perspectives on financial management

Financial Management

1 2 3 4 5 Total
Manager Count 1 7 17 25
% within position held 4 28 | 68 100
Employees | Count 2 2 17 36 | 18 75

% within position held 2.6. | 2.66.. | 22.66 48 | 24 100
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As shown in Table 4.7f, managers rate financialag@ment higher than employees. The
majority of managers views are once again categodiwy very important (68%), whereas
the majority of employees views are in the impartedB8%) category. A significant
proportion of employees (22.66%) are undecidedroeg@ the importance of financial
management in the restaurant business, followea Bynall percentage with negative

views (5.2%).

4.9 Approach to improve managerial skills

This section discusses approaches for improvenfenanagerial competencies
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No Manag.  Workshops On-the-job Intern.
intervention  Training training Exposure

Forms of intervention

OManagers B Employees

Figure. 4.8: Interventions for managerial development

Chi-square was performed on the various forms téruention for improvement to
managerial skills. Figure 4.8 indicates a diffe=int perceptions with values of 12.082

with p-value 0.012 . Managers and employees chdBaaht approaches to improving
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managerial competencies, with managers preferringagement training programmes,

whereas employees favour management training proges and workshops.

4.10 Attitude towards training

This section discusses attitudes towards manadeaiaing by both managers and

employees and analyses gender differences indhard.
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Figure. 4.9: Manager and employees perspectives on training

Chi-square analysis performed on data from Figu®erdveals no significant difference
in views between both groups (Chi square = 7.33B wivalue 0.119). Managers and
employees view training as important. A positivéitade towards intervention and

managerial training will allow managers to devedoyl grow.

Attempts to measure the business benefits fromainitig and development programme
are difficult. While financial indicators (such asles, growth or profits) are often

difficult to link directly to specific training irvention and may be affected by external
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factors, there is now considerable evidence tlaanitrg and development does benefit
business performance. Begtal (2007) as examined in Chapter Two, discusseda wi

range of tangible and intangible benefits reswalifrattempts to improve the skills of unit

management personnel.

Table 4.8: Gender and managers views on training

Managers’ views on training

Very

Slightly Important | Important | Important
Gender of manager Male 1 5 11 17
Female 0 2 6 8
Total 1 7 17 25

Chi-square = 0.593 with a p-value of 0.743.

Table 4.8 reveals that there is no difference wébard to the way male and female
managers view training. Gender of managers doesaffett views on training. The

majority of managers view training very positivéhs very important and important).
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411 Managers’ perspectives on the value of emplayéeedback

This section discusses the attitude managers plaeenployee feedback.

No
response

12%

Positive
Response
88%

Figure 4.10: Managers views regarding employee feedback

Figure 4.10 illustrates that the majority of mamagen the sample view employee
feedback positively (88%). A small percentage ofnagers did not respond to the
guestion, and there were no negative responsesosfiiye response by managers to
employees’ views and acknowledgement of the benedit feedback has positive
implications for managerial development and growllanagers are interested in

improving and benefit from the input.
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4.12 Discussion of results

4.12.1 Managers and employees perspectives on maeagl competencies

Comparison of managers and employees perspectimesnanagerial competencies
(Figure 4.5) and statistical tests (Table 4.2) a¢\bat there is no difference between
managers’ self-evaluations and employees’ perceptad their managers with regard to

all the managerial competencies listed below:

Working relationship between manager and employees
= EXxpressing opinions freely

=  Working with people and managing teams effectively

= Self-confidence in achieving job objectives

= Maintaining efficiency under stress

= |dentifying and solving problems

= Adapting to new situations

= Knowledge of the restaurant environment

Attention to service quality

Both groups rated manager competencies positiveiposing favourable and very
favourable categories. These results are comparablthe self-other rating model
developed by Yammarino and Atwater (1997) as dsedisn Chapter Two. The largely
positive results in this study could possibly beiladted to the following factors: the
belief that people are not very good at evaluatirgnselves as others see them and the
general trend observed reflects that most biaséscreositive biases (Yammarino &

Atwater, 1997) or that over rating by an individimimore common than under-ratings,
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which suggest that people are generally more ogticnabout their competencies (Jansen

and Vloeberghs, 1999), as discussed in Chapter Two.

Bernardin and Beatty (1987) explain positive empkevaluations as a result of some
employees over-rating their managers in order ésgmt them in a more favourable light
and this occurs even with anonymous rating systasigentioned in Chapter Two. Both
managers and employees described their workindioe&hip very positively in this
study (Figure 4.3). McCauley and Moxley (1996) ddwc managerial work as very
relationship intensive so perhaps this positiveatr@hship might have influenced

employees’ views of managerial competencies.

While high self-ratings and high employee ratings desirable, it is important to view
these results with caution on the basis of the $ammethod (convenience sampling)
and the problematic nature of self-ratings. A Idnigtory of research dating from the
1920s documented the problematic nature of satigat(whether it was on behaviours,
personality or skills). Problematic areas identifimclude: inflation, unreliability and

bias.

4.12.2 Gender and competency ratings of managers

Findings in this study reveal that gender does play a role in managerial self-
evaluations or in employees’ perspectives of marsagied their competencies, except for
communication skills (Tables 4.5a and b). The ditere is inconsistent regarding the

impact of gender on self and other ratings. Whilme studies (Alimo-Metcalfe, 1998;
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Bartol & Bultterfield, 1976; Brown, 1979; Heilmaat al. 1988; London & Wohler, 1991;
Millmore et al. 2007; Nivea & Gutek, 1980; Petty & Lee, 1975; P&tMiles, 1976, and
Wexley & Hunt, 1974) have found differential rattngf managers as a result of gender

of manager and employee, others have not.

Findings in this study (Tables 4.5a and b) arelamio those of Bartol (1999); Griffeth
& Bedeian (1989); Mobley (1982) and Skipper and| B2D06) where little or no
difference in the ratings of females and males viewed. Dobbins and Platz (1986) and
Eagly and Johnson (1990) point to the similaritiest exist between men and women,
which tends to outweigh the differences and thesdrwas evident in the results of this
study. Sanyal and Guvenli (2004) offer the viewpdihat in recent years the workforce
in many societies has changed, where participaifovomen in the labour market has
increased as well as become permanent. More woneechaosing managerial positions
and over time this may have led to occupations tnéwp more gender neutral, thereby
reducing a potential source of bias that may haewipusly existed (Millmoreet al.

2007).

4.12.3 Role of gender on managerial communicatiokils

London and Wohlers’ (1991) research indicated thatcorrelation between self-ratings
and employee ratings was higher for females thae managers and suggested that this
was because women are more likely to be concennegt anterpersonal relationships. A
similar view is shared by Gallos (1989) that wonare more likely to be concerned

about interpersonal relationships as they affesit flobs and careers more than men. For
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women career development means understanding @erdygtening the self in relation to
others, (communication will play an important rafe this regard) whereas for men
development is striving towards independence aligséiciency (London & Wohlers,

1991). Perhaps this could shed light on this sy why ratings for women were higher

than those for men when it came to communicatidisgk ables 4.5 a and b).

4.12.4 Importance placed on management areas

The responses in this study show managers and gegddave different perspectives on
the importance of certain management areas indbl&urant business (Table 4.6 and
Tables 4.7a-f). In each of the areas below mangglexsed more importance on these
areas than employees.

. People and working in teams

. Human resources

. Food and dining management

. Service quality

. Marketing

. Financial Management

This is not unexpected as managers are involved mdst, if not all of these areas on a
daily basis and are aware of its importance wheeegzsloyees may not be as involved.
Employee response may also have varied dependitiggomanagement area in question

because the employee sample comprised of bothomaitand waitresses and kitchen

74



staff, who share different responsibilities, woikiaxperiences and participation in the

above areas.

Overall managers may therefore place more impogtamcpeople and working in teams
because one of the major responsibilities of a mana working with people, guiding
them towards a common goal of the business andeegrg that teams work effectively.
Human resources also comprise a very importantcagfenanagement services and in
the hospitality industry plays a key role in théidery of services. Therefore in a people
oriented industry, it is vital that the people cament is developed so that the industry
can be successful in the long-term. Managers ame mware of this as they are tasked
with the responsibility of operational functioningf the restaurant. The restaurant
business is a service industry, where success pendient on quality, in addition
managers are involved with finance and marketinmmasagers oversee all aspects of the
operational functioning of the business and theecfolace more emphasis on these

aspects in comparison with employees.

4.12.5 Managerial areas requiring improvement

The analysis shows employees believed that manageded to improve in their abilities
to adapt to new situations and their abilities éofgrm efficiency under stress whereas
managers chose efficient problem solving, servigality and self-confidence (Figure
4.6). According to Armstrong (2005) there is a ngemaent culture that sees the focus of
management action as being purely about analysis factually rational decisions.

Conventional executive education programmes foecukawd skills in areas of marketing

75



and finance with little attention to people managatskills covering aspects of how to
make things happen or manage change. This comhritbdhe fact that most managers
might not have been formally exposed to such ceurseld explain why most managers

identified needing to improve in areas of “softlisKi

4.12.6 Approach to managerial development

This study indicates managers prefer managemeimminga programmes, whereas
employees choose management training programmesvaridhops as approaches to
improve managerial competencies as reflected inrEig.8. The majority of managers
have attended managerial training programmes (68%)and
seminars/conferences/workshops (56%) within the pagars (Figure 4.4) and perhaps
their preference for managerial training rathentherkshops may be linked to their past
experiences. Managers might have based their vawsvhich approach was more
beneficial in terms of learning and therefore iatikd their support for this approach.
Perhaps employees are more exposed to workshophenedore favour this as they can
relate to their own learning experiences througs inedium. According to Longenecker
and Fink’'s (2001) study on improving managemenfquarance in rapidly changing
organizations, managers rated seminars and workshegremely low. Although
seminars and workshops can be excellent means Ipingemanagers broaden their
knowledge, expose them to current information afield and to network with managers

facing similar problems in their organizations, ttadue of these approaches are limited.
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Longenecker and Fink (2001) criticize seminars anckshops as often focusing on past
problems and not the future, providing informatitwat is too general to apply to the
managers’ specific industry or not providing thelsoto transfer information to new

behaviours, strategies or actions which can be trsethprove manager performance.

Perhaps managers in this study rated workshops rowér based on some of the

reasons mentioned above.

Qualitative responses from both managers and emefofave themes of learning from
others and mentoring (Figure 4.7). According to ¢@mecker and Finck (2001) being
mentored by senior managers was ranked in the éopapproaches for improving
managerial development. Reasons attributed tatidswhich are relevant and applicable
to this study consist of the following:
= Provide focus on the important aspects of theis jaid those challenges faced by
the organization
» Reinforces the importance of management developmegeneral
= Demonstrates that there is a long-term commitmentheir development and
advancement within the organization.
In addition, perhaps many of the managers in tiidysselected mentoring and guidance

because the managerial sample is extremely youslglé®.1) and can learn significantly

from older more experienced managers in their argéions.
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4.12.7 Manager's attitudes towards intervention

Both managers and employees in this study viewaiditlg as very important (Figure
4.9). While their approaches to develop managerahpetencies varied, qualitative
responses by both groups (Figure 4.7) indicate lsinthemes. Both managers and
employees believed that learning from other marsaged having a mentor or assistance
from senior management would be beneficial. Thespanses focus on the underlying
principles of collaborative learning model rathleart the constructivist-learning model.
The collaborative model proposes that learning nkaeced by the construction of
knowledge through discussion and information slgar{iCho & Schmelzer, 2000).
Through group experiences, learners communicate e@ath other and share knowledge
that is based on different understandings and op#mi Another aspect of the
collaborative theory is that learners’ existing Wihedge and previous experiences assists
them in the discussion (Cho & Schmelzer, 2000).hBof these aspects can be
incorporated into workshops and managerial traipiragrammes if the instructor serves
as a questioner and provider of feedback rather titve conventional role of dispenser of

knowledge.

Studies on the effects of cooperative or collalheedearning have shown positive results

in many areas, including motivation to learn, indial improvement, critical thinking,

diversity of ideas and improved long-term reteniiblynn, 1992; Schlechter, 1990).

From the respondents in this study, managerial gertbes not affect views on

managerial training and development (Table 4.8)icating that perhaps approaches to
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development should focus on isolating individual naxgerial needs as outlined by

Woods’ (1992) and discussed in Chapter Two.

According to Longenecker and Finck (2001), onehef keys to successful management
development is to assess each manager on his/har pasticular strengths and
weaknesses and to match the proper learning exgeriavith each manager’s
development needs. For management developmentamoggs to be fully effective,

managers must be actively involved in their ownalefcies and needs.

4.12.8 Managers’ perspectives on employee feedback

A key element in a performance appraisal systemhas it is acceptable to the people
involved. Research in the US found that managershén public and private sector
(Redman & Snape, 1992) were generally supportivepefard appraisals if used for the
purpose of development and not evaluative purpfisg®d to promotions or pay). This
study indicates positive views towards employeellbeek, perhaps because the purpose
was for managerial development. It is importanhte that receiving feedback per se
does not necessarily lead to an improvement in gema competencies. A number of
other factors are important to maximize the unfiegeof the self-view and subsequent
efforts to improve or change behaviours (McCauley&xley, 1996). Feedback from
employees, for example, enhances self-awarenesnbguraging better alignment of
views with the views of others and by demonstrativaj others can identify weaknesses.

This can lead to an unfreezing process: rather tioatinuing to do the same thing, the
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manager is motivated to reevaluate his/her behawand its impacts on others and try to

improve (McCauley & Moxley, 1996).

4.13 Conclusion

This chapter provides a comprehensive analysib@frésults of the two questionnaires
utilized in this study. The results indicate pastifeedback from both managers and
employees, with agreement between both groups degarall of the managerial

competencies focused on. Findings also revealgbatler does not impact on manager
and employee perspectives on managerial compeseircithe restaurant business. The

next chapter discusses limitations of the studymosgides recommendations.
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CHAPTER 5: LIMITATIONS & RECOMMENDATIONS

5.1 Introduction

In the previous chapter the results and findingsnfrthe survey were presented and
discussed. In this final chapter, the focus is ommarising main findings, discussing
limitations experienced in this study and explormegommendations and avenues for

future studies.

5.2 Research objectives

The research objectives outlined in Chapter One®gpéored in relation to the findings of

this research.

5.2.1 “To compare managers self-evaluations with #t of employees perceptions
of managerial competencies within the restaurant bsiness”

This objective was met with comparison of managssedf-evaluations and the use of
upward appraisals. Results indicated an alignmedtagreement between both groups
regarding managerial competencies in the restaupastiness. Differences between
managers and employees perspectives were, howebserved for managerial areas
requiring improvement and for the approach to Wghilst positive results and aligned
perspectives were found for managerial competenttiey must be viewed with caution

and take into account positive biases.
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5.2.2 *“To investigate if gender plays a role in copetency ratings”

This objective was met comparing both genders fribvd managers and employee
samples and their responses to managerial competeresults indicated that gender
does not impact on how managers and employees piemce® of managerial
competencies are viewed, except for communicatibverer gender does play a role.
Analysis of the results showed that women rate Hedwes higher than men do on the

issue of communication.

5.2.3 “To explore managers’ attitudes towards traimg and development

Managers displayed positive responses to trainimgy development. Most managers
chose management training programmes as a vebicjgdfessional development. This

positive managerial response to training and deweént is encouraging and can lead to

more in-depth exploration of managerial preferemwedis regard to training programmes.

5.2.4 *“To explore if gender plays a role in managgl attitudes to training”
Findings indicate that gender does not influenceagars’ attitudes towards managerial
training. This means that managerial training paognes do not have to be designed for

a particular gender but rather focus on individnahager needs and weaknesses.
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5.3 Limitations of study

The ratings of managerial jobs, in any type of amal system, is by its very nature a
complex process, since outputs for many managpie are difficult to measure and
performance standards may be ambiguous (Redmanafe$Sri992). Upward appraisal
systems therefore vary considerably in the critbemg appraised making comparison of
data difficult. The study was not based on the 2Wyree approach, which is
characteristic of current evaluation systems comyn@uopted and perhaps ratings

obtained from a variety of sources might have wdldifferent results.

The use of convenience sampling (based on locatas)also a limitation in this study.
Although a convenience sample is a good sourceebiynary data, it is not necessarily

representative of the whole population.

According to Yammarino and Atwater (1997), researshand human resource
professionals who use upward and 360 degree fekdimmroaches must emphasize the
importance of rater training and simply caution gleoabout common rating errors
(leniency bias and central tendency bias), this watsdone in the present study. A
relatively small sample of employee per manager whesen based on resource
constraints and for practical reasons but perhalasger employee sample might have
presented a different picture of managerial compmé¢s. Employees were selected based
on availability and with the assistance of managéhe involvement of managers could

have resulted in positive biases introduced inéodhta analysis and skewed the results.
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5.4 Recommendations

The continuous state of change and uncertaintyl seators of the business environment
creates a situation that requires constant leafoinmpanagers (Cho & Schemizer, 2000).
Various options can be explored with regard to véeing managerial training
programmes in the 21century. This study, however, recommends uncoiwealt
training and development programmes for the reatdususiness rather than traditional
methods of learning such as obtaining a qualificatn higher educational by physically

attending an institution or through distance leagni

Findings in this study indicate that managers am@leyees favour managerial training
programmes and learning from others and therefbi® study proposes that future
training and development programmes should encosnpalfaborative learning and a
combination of the following building blocks, whidimve been isolated from various
studies discussed in Chapter Two: action learniiig;long learning, collaborative

learning and learning in context.

Action learning

Lifelong learning Collaborative
learning

Learning in context/
Workplace learning

Figure 5.1: Proposed components for managerial development in the restaurant business.
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These components have been selected and are beltevassist in training and

development programmes designed for managers iretfteurant business because they

are flexible, practical in nature, and closely a#id to managers work contexts.

The driving force in life-long learning is self-aetization of individuals, which occurs

through the organizations where people work anel (Rrestoungrange, 2002). Feedback

is continually used as the basis to update and drttenway things are done. Upward

appraisals can assist in improving self-awarenasd i@entifying areas requiring

improvement. The study recommends the followingstenodified from Woods (1992).

Needs
Analysis

Identifying competencies

for managerial
development

Identifying
deterrence factors

A 4

Design, content & duration of
training programme (taking
deterrence factors into
consideration)

A 4

4

Method chosen

Collaborative
partners

Resources

\ 4

process

Evaluation of the training

Figure 5.2: Proposed Training development model (modified from Woods, 1992)
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Collaborative learning is strongly recommended tiglcan be achieved through various
different approaches. Working in a network with tise of technology and infrastructure
such as intranets is recommended, similar to tipeoagh outlined by Teare and Rayner
(2002), but does not have to be towards a formalifiqgation. Engaging in networks is
one way of getting access to relevant informatkimgwledge and inspiration that can
lead to organizational development (Bottrup 2003)lanagerial development
programmes can be designed with networking on uarafferent levels, internal (in the
form of mentorship programmes, manager discussioops) as well as external to the
organization (networking with academic institutether restaurants, like in the case of
the JIT model, which allows managers to collabonatéh others in the hospitality

business community though the use of technology).

Due to continuous changes in the business envirofjraad the fact that managers have
different development needs, the study propos@singaprogrammes with a curriculum
and courses of learning that focus on challengesndathe enterprise rather than
inflexible and possibly outdated curricular. In erdo design management development
and training programmes tailored to the needsefdlstaurant business, it is important to
identify deterrence factors so that manageriahingi programmes can be designed to

minimize these.
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5.5 Future Studies

The link between competency mapping for a partrcimdustry and an education system
for that industry is relatively unexplored. Thesealso a need to relate competencies to
critical factors for success for a particular intygJauhari, 2006). Managers must have
orientation in different aspects of managing thsitess, while this study established the
importance of managerial competencies: financialnagament, marketing, human
resources, service quality, it did not investigagnagers’ competencies in this regard or
their prior exposure, experience and training. Fagtudies should explore this in more
depth especially since the failure rate of sma#diam and micro enterprises (SMES) is
between 70% and 80% in South Africa and failure lbeen attributed to deficiencies in
the internal environment. These revolve arouncch td expertise in management skills,
financial knowledge, and deficiencies in functiomakas such as marketing or human

resource management (Briekal 2003).

Future studies should investigate managerial ctempees with regard to these areas
because this cannot be left to “on-the-job” experée Inputs, especially with regard to

financial management and marketing, need to bengiva formal structured manner.

Future studies should use random or quota samplitigcombine qualitative interviews
with managers, peers and employees with quangtapproaches to triangulate the data.
In this study, managers were not required to pmwdamples of past behaviours in

support of their responses prior to making ratirigsrhaps future studies could explore
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competency evidence as outlined by Jones and Elet@004) in order to increase

reliability of information.

Future studies can also investigate a higher nurabeotential key competencies, and
using factor analysis condense the data to a smalimber of key items if the items

correlate.

Analysis in this study does not focus on the etlamd cultural backgrounds of managers
and employees, which could affect perceptions afmetencies. Other studies have taken
cultural differences into account and shown thaloiés impact on manager evaluations.
Individual’'s perceptions of minority group membemay be affected by stereotyping,
exaggeration of differences between members of nib@jeand minority groups
(Yammarino & Atwater, 1997). It is particularly esdant in a South African context to
consider that self and employee appraisals carffeeted by individual’'s backgrounds
(race, religion, ethnic or cultural groups) and hagrs future studies can investigate

cultural differences.

This study has identified that a need exists fonagerial training and development in
the restaurant industry and the two most prefeagtibns amongst respondents of this
study were workshops and managerial training progras. Several options for

managerial training programmes have been recommesmie perhaps future studies can

explore managerial preferences and feasibility h&f various approaches. Deterrence
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factors should also be investigated as these @andar more insight into the success of a

particular approach.

5.6 Summary of recommendations

Organizations need to become learning organizatiweisare innovating on a continuous
basis. Organizations that neglect the relationbeigveen strategy and learning are more
vulnerable and are depicted by short-term succéss,fighting” or instability, clearly
these are factors, which should be avoided in adystry (Teare & Rayner, 2002). This
study therefore recommends action and collaboratigarning for managerial

development.

The hospitality business today is demanding vefferdint managerial competencies than
it did in the past. Identifying and improving thesmmpetencies is critical for the success
of managers in the restaurant business, which rameasingly affected by trends in
globalisation and competitive pressures. Manageeldpment can be achieved through a
process, which begins with self-awareness and hamesed by multi-rater feedback, or
upward appraisals. Upward appraisals and diffgpergpectives (manager and employee)
can provide insight into competency needs, andigeothe foundation for developing

managerial training and development programmes.

89



5.7 Conclusion

This study set out to explore multi-rater feedbaokgain insight into managerial
competencies for the purpose of contributing to aganial development. The objectives
of the study are detailed in Chapter One and thase been met, as discussed in Chapter
Five. The rationale for the research methodolodgcsed is provided in Chapter Three.
Survey instruments were submitted to 25 restauraartagers and three employees per
manager. The results of the analysis of the datairdd from the questionnaires is
discussed in Chapter Four. The results, togethir tve literature review, facilitated the

development of the recommendations presented.
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Appendix 1: Manager/Employee Consent Form

Manager/Employee
UNIVERSITY OF KWAZULU-NATAL
GRADUATE SCHOOL OF BUSINESS
Dear respondent
MBA Research Project
Researcher: Vanessa Singh (031 2601356)
Supervisor: Ms. Gill Manion (031 2603380/3167)

My name is Vanessa Singh and | am an MBA student at the Graduate School of Business of the
University of KwaZulu-Natal. You are invited to participate in a research project entitled:
Managerial Competencies in the restaurant industry: managers and subordinates perceptions.
The aim of this study is to determine what managers perceive to be the most important
managerial competencies in the restaurant industry and compare these with subordinates’
perceptions. Comparison of these two perspectives will give insight into any gaps that may exist

and the study aims to explore interventions such as training and developmental programmes.

Through your participation | hope to gain insight into managerial competencies in the restaurant
industry. The results of the survey are intended to contribute to managerial development using

managers’ self-appraisals and subordinate feedback.

Your participation in this project is voluntary. You may refuse to participate or withdraw from the
project at any time with no negative consequence. Confidentiality and anonymity of records

identifying you as a participant will be maintained by the Graduate School of Business, UKZN.

If you have any questions or concerns about completing the questionnaire or about participating
in this study, you may contact me or my supervisor at the numbers listed above. The survey
should take you approximately ten minutes to complete. | hope you will take the time to complete

this survey.

Sincerely

Ms Vanessa Singh

Investigator’s signature Date
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CONSENT

I the undersigned have read and understand the above

information. | hereby consent to participate in the study outlined in this document. | understand

that participation is voluntary and that | may withdraw at any stage of the process.

Participant’s signature Date:
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Appendix 2: Manager Questionnaire

UNIVERSITY OF KWAZULU-NATAL
GRADUATE SCHOOL OF BUSINESS

MBA Research Project

Researcher: Vanessa Singh (031 2601356)
Supervisor: Ms. Gill Manion (031 2603380/3167)

Survey on: Managerial Competencies in the restaurant industry: managers and subordinates
perceptions

Questionnaire for Managers in the Restaurant Industry

The purpose of this survey is to solicit information regarding key competencies needed in the
restaurant industry and to compare managers’ self-perceptions with that of subordinates’
perceptions about these competencies. The information and ratings you provide us will go a long
way in helping us identify competencies specific to the restaurant business. The questionnaire
should only take 10-15 minutes to complete. In this questionnaire, you are asked to indicate what
is true for you, so there are no “right” or “wrong” answers to any questions. Please endeavour to
respond to all questions. Thank you for participating!

Background Information
1. Your age is years.

2. Please indicate your gender male female.

3. How many years of formal education do you have beyond secondary/high school?

years.

4. What is your highest academic/professional qualification?

5. How long have you been employed in the restaurant business? years

6. How many years have you worked in your present company? years
7. Please indicate your main organizational function:

Administration

Customer service

Manager

Other (please specify):
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Questionnaire for Managers

Please mark the appropriate box with an “X”

1. How many years has the restaurant been in business? years

2. Have you attended/used any of the following in the last 5 years? (you can tick more than
one answer)
[l  Training offered external to the company
[1 Training offered within the company
[l Educational courses/programmes from tertiary institutions
0  Workshops
[1  Seminars/conferences

3. Have you attended any courses/ training relating to management in the last 2
years?
4, How many subordinates do you have in your current position?
1-10
[] 10-20

[ Morethan 20

5. How would you generally describe your working relationship with your subordinates?

Not Very Very
favourable |Satisfactory [Favourable [Favourable

6. Please rate your performance in the following areas:

6.1 You possesses the ability to express your

opinions and feelings freely Strongly |Disagree |Undecided | Agree Strongly

Disagree Agree

6.2 You display self-confidence in your ability to

achieve job objectives Strongly |Disagree |Undecided | Agree Strongly

Disagree Agree

6.3 You are able to maintain efficiency under Strongly Disagree \Undecided Agree  Strongly

stress, time pressure or conflict. Disagree
Agree
6.4 You have perseverance in solving S’Frongly Disagree \Undecided Agree | Strongly
problems Disagree

Agree
6.5 You are efficient in solving problems Disagree |Undecided Agree
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when detected Strongly
Disagree

6.6 You are able to work with people and

manage teams Strongly |Disagree |Undecided Agree

Disagree

6.7 You communicate in an effective

manner Strongly |Disagree |Undecided Agree

Disagree
6.8 You have knowledge of the restaurant
environment Strongly |Disagree |Undecided Agree
Disagree

6.9 You pay attention to service quality

management Strongly |Disagree |Undecided Agree

Disagree

Strongly
Agree

Strongly
Agree

Strongly
Agree

Strongly
Agree

Strongly
Agree

7. From the above (6.1-6.9) which 3 areas would you personally like to improve in? (select the

numbers only)

and

8. What approach do you think would be best to overcome these 3 areas (identified in question 7

above)?

9. The following are important for a restaurant manager

9.1 Personality

gt.rongly Disagree |Undecided | Agree

isagree

9.2 Skills
Strongly |Disagree Undecided | Agree
Disagree

9.3 Knowledge about restaurants and

management Strongly |Disagree \Undecided | Agree

Disagree

9.4 Experience
Strongly Disagree |Undecided | Agree
Disagree

10. What approach would you use to improve your skills?

Educational
Nothing |Training courses/programmes \Workshops

Strongly
Agree

Strongly
Agree

Strongly
Agree

Strongly
Agree
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11. What approach would you use to improve gaps in your knowledge of managing a
restaurant?

12. How do you view training/educational programmes?

Very Negatively |Neutral @ Positively |Very
negatively positively

THANK YOU FOR TAKING THE TIME TO COMPLETE THIS QUESTIONNAIRE
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Appendix 3: Employee Questionnaire
UNIVERSITY OF KWAZULU-NATAL
GRADUATE SCHOOL OF BUSINESS
MBA Research Project

Researcher: Vanessa Singh (031 2601356)
Supervisor: Ms. Gill Manion (031 2603380/3167)

Survey on: Managerial Competencies in the restaurant industry: managers and subordinates

perceptions

Questionnaire for Employees in the Restaurant Industry

The purpose of this survey is to solicit information regarding key competencies needed in the

restaurant industry and to compare managers’ self-perceptions with that of subordinates’

perceptions about these competencies. The information and ratings you provide us will go a long

way in helping us identify competencies specific to the restaurant business. The questionnaire

should only take 10-15 minutes to complete. In this questionnaire, you are asked to indicate what

is true for you, so there are no “right” or “wrong” answers to any questions. Please endeavour to

respond to all questions. Thank you for participating!

Background Information
1. Your age is years.

2. Please indicate your gender male female.

3. How many years of formal education do you have beyond secondary/high school?

years.

4. What is your highest academic/professional qualification?

5. How long have you been employed in the restaurant business? years

6. How many years have you worked in your present company? years
7. Please indicate your main organizational function:

Administration

Customer service

Manager

Other (please specify):
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Questionnaire for Employees

Please mark the appropriate box with an “X”

1. My managerisa [] Female [] Male

2. How long have you worked for this manager? years

3. How would you generally describe your working relationship with your manager?
Not Very Very

favourable |Satisfactory \Undecided |[Favourable Favourable

4. Please rate your managers performance in the following areas:

4.1 He/She possesses the ability to express

opinions and feelings freely Strongly Disagree |Undecided | Agree

Disagree

4.2 He/She displays self-confidence in their

ability to achieve job objectives Strongly Disagree Undecided | Agree

Disagree

4.3 He/She is able to maintain efﬁqency under S‘Frongly Disagree Undecided Agree
stress, time pressure or conflict. Disagree

4.4 He/She has perseverance in solving Syrongly Disagree |Undecided |Agree
problems Disagree

4.5 He/She is efficient in solving problems

when detected Strongly |Disagree |Undecided Agree

Disagree

4.6 He/She is able to work with people and

manage teams Strongly |Disagree |Undecided |Agree

Disagree
4.7 He/She displays a positive attitude Strongly |Disagree |Undecided Agree
Disagree
4.8 He/She has knowledge of the restaurant
environment Strongly |Disagree |Undecided |Agree
Disagree

4.9 He/She pays attention to service quality

management Strongly |Disagree |Undecided Agree

Disagree

Strongly
Agree

Strongly
Agree

Strongly
Agree

Strongly
Agree

Strongly
Agree

Strongly
Agree

Strongly
Agree

Strongly
Agree

Strongly
Agree
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5. From the above (4.1-4.9) which 3 areas would you personally like to improve in? (select the
numbers only).

and

6. What approach do you think would be best to overcome these 3 areas (identified in question 5
above)?

7.
7.1 Manager has a good understanding of Stronal
Financial matters rongly Disagree |Undecided | Agree Strongly
Disagree
Agree
7.2 Manager has skill at managing
people/human resource management Strongly Disagree |Undecided | Agree Strongly
Disagree Agree

7.3 Manager is skilled at marketing
Strongly Disagree |Undecided | Agree Strongly

Disagree Agree

7.4 Manager is skilled at conflict
resolution Strongly |Disagree \Undecided | Agree | Strongly
Disagree Agree

8. What approach would you recommend for your manager to improve his/her skills?

Educational
Courses offered \Workshops
On-the job | by Business | offered by |International
Nothing | training Schools consultants | Exposure

9. What approach would you recommend for your manager to improve his/her gaps in
knowledge of managing a restaurant?

10. In your opinion, how does your manager view training/educational programmes?

Very Very
negatively | Negatively | Undecided | Positively | positively

THANK YOU FOR TAKING THE TIME TO COMPLETE THIS QUESTIONNAIRE

115



UNIVERSITY OF
KWAZULU-NATAL

RESEARCH OFFICE (GOVAN MBEKI CENTRE)
WESTVILLE CAMPUS

TELEPHONE NO.: 031 - 2603587

EMAIL : ximbap@ukzn.ac.za

14 OCTOBER 2008

MS. V SINGH (941320164)
GRADUATE SCHOOL OF BUSINESS

Dear Ms. Singh

ETHICAL CLEARANCE APPROVAL NUMBER: HSS/0594/08M

| wish to confirm that ethical clearance has been approved for the following project:

“Managerial competencies in the restaurant business: Managers and employees perspectives”

PLEASE NOTE: Research data should be securely stored in the school/department for a period of 5 years

Yours faithfully

q*\mbct .....................................
MS. PHUMELELE XIMBA

cc. Supervisor (Ms. G Manion)
cc. Mrs. C Haddon

Jnding Campuses: == Edgewood == Howard College Medical School == Pietermaritzburg == Westville
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