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EXECUTIVE SUMMARY

As part of the Swaziland Training and Institutional Development project
(STRIDE), the Ministry of Labour and Public Service and USAID will
conduct a five-year training programme designed to improve the
management skills of several hundred Swazi managers, with the overall
goal of increasing the participation of Swazis in the private sector.

%0 identify the training needs of both existing and potential managers
and supervisors ip the private, and to 3 lesser extent the parastatal
and public sectors, Aurora Associates, the prime contractor on the
STRIVE project, contracted with a team of consultants to conduct 3
management training needs assessment during the beginning of this year.

During the assessment, the team interviewed the CEOs and managers of 106
private, parastatal and public organiczations. The private firas surveyed

cperated in the service, manufacturing, commerce, fipancial and agri-
business industries.

TRAINING NEEDS

The assessment identified training needs for the following sub-groups of
the overall sample:

Acccrding to Status:

1. CEOs

Top Priority Training Needs: Medium Priority T#aining Needs:
Leadership Organizational Design & Dev.
Supervision Financial Mgt

Physical Resources Mgt
Marketing Mgt

Top Prioritv Trainirg Needs: Medium Prioritw Training Needs:
Leadership Orgapizational Design & Dev.
Supervision Financial Mgt

Personnel Mgt Physical Resources Mgt

According to Sector:

l. Private

Top Prioritv Training Needs: Medium Prioritv Training Needs:
Leadership Personnel Mgt.
Supervision Organizational Design & Dav.

Financial Mgt.
Physical Resources Mgt.

vi
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2. Parastatal

P e

Too Priority Training Needs:

Leadership
Supervision
Personnel Mgt.
3. Public

Top Prioritv Training Needs:

Leadership
Supervision
Personnel Mgt.
According to Size:

1. Small

Top Prioritv Training Neaeds:

Leadersnip
Supervision

2. Medium-Sized

Top Prioritv Training Needs:

Leadership
Supervision
Personnel Mgt.

3. Large

Too Prioritv Training Needs:

Leadership
Supervision

According to Majer Activity:

1. Financial

Top Prioritv Trainiag Mpeds:

Leadership
Supervision
Personnel Mgt.

Medium Priority Training Needs:

Organizational Design & Dev.
Financial Mgt.
Marketing Mgt.

Medium Prioritv Training Needs:

Organizational Design & Dev.
Mgt. of Conflict and Change
Mgt. of Information Systems

Medium Prioritv Training Needs:

Personnel Mgt.
Organizational Design & Dev.
Financial Management

Mgt. of Conflict and Change

Medium Prioritv Training Needs:
Organizational Design & Dev.

Physical Resources Mgt.
Marketing Mgt.

Medium Prioritv Training Needs:

Personnel Mgt.
Orzani:ational Design & Dev.
Financial Mgt.
Marketing Mgt.

Medium Prioritv Training Needs:

Organizational Design & Dev.
Financial Mgt.
Marketing Mgt.

vii



2, Service

Top Prioritv Training Needs: Medium Prioritv Training Needs:
Leadership Organizational Design & Dev.
Supervision Financial Mgt.

Personnel Mgt. Physical Resources Mgt.

Marketing Mgt.

3. Commerce

Top Prioritv Training Needs: Medium Priorityv Training Needs:
Leadership Personnel Mgt.
Supervision Organizational Design & Dev.

financial Mgt.

Physical Resources Mgt.
Mgt. Conflict and Change
Production Mgt.

1, Agri~Business

Toan Prioritv Training Needs: Medium Prioritv Training Need:

Leadership Organizational Design & Dev.
Supervision
Financial Mgt.

5. Manufacturing

Top Prioritv Training Needs: Medium Priority Training Needs:
Leadership Personnel Mgt.
Supervision Organizational Design & Dev.

Financial Mgt.

Physical Resources Mgt.
Marketing Mgt.

Mgt. of Information Systens

GENERAL OBSERVATIONS

Some general observations aboyt the training priorities that various
sub-groups of the sample exhibited can be cited:
- -
- leadership and supervision are top priority training needs for
managers of organizations of all sectors, sizes and industries;
- Marketi:g'managezent is a top priority need for CEOQs, but only 2
medium priority need for managers;

13
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Personnel management is a top priority need for senior and middle
managers, but is a pmedium level need for CEOs;

Parastatal and public sector managers and CEOs showed more of a
need for personnel management training than their counterparts in
the private sector;

Managers and CEOs working in private sector firms have a greater
need foi training in physical resources management than managers in
parastatal and public organizations;

Public sector managers require training in conflict and change
management and the management of information systems, both of which
are of low priority for managers from the private and parastatal
sectors; N ’

Managers and CEOs of small firms show more of a need for training
in conflict and change management than those of medium and large
organizations;

Personnel management :raining is a high priority for managers of
medium-sized firms 450 to 199 employees), but not for smaller (1l-
19 employees) or larger {(>200 employees) organizations;

Physical resources management training is needed most by managers
working in the commerce, service and manufacturing industries:

Managers engaged in commerce (retailing and wholesaling) need
training in conflict and change management much more than mapagers
working in other industries; and

Financial management training is of higher priority to the managers

of agri-business firms than it is in organizations engaged in other
types of activities.

ix



I. INTRODUCTION

The report herein contains the findings of the Swaziland Management
Training Needs Assessment conducted earlier this year by the Ministry of
Labour and Public Service and Aurora Associates.

The assessment was implemented to support the design of the Swaziland
Training and Institutional Development project (STRIDE), a five-year
management training program focusing on enhancing the management skills
of Swazi managers and increasing Swaczi participation in the private

sector.

Background

Swaziland's private sector, one of the most vibrant in Africa, 1is
largely dominated by foreign-owned;gompanies. There is a relative deartz
of Swazis participating in the private sector either as entrepreneurs,
or as middle and senior-level managers.

Private companies are often unsuccessful in recruiting managerial
candidates because of a shortage of Swazis with adequate training and
experience; cultural differences in attitudes toward work, interpersonal
relationships and responsibility; lingering negative prejudices and
perceptions about the ability of Swazis to manage; and disparate
renumeration packages‘offered to Swazis compared to expatriates, which
encourages highly qualified Swazis to seek more equitable terms 1in Soutz
Africa.

However, tecause of the expense of employing expatriate managers, and
the Government's growing reluctance to grant work permits to middle and
junior—-level managers, many private firms are becoming increasingly
interested in identifying and grooming indigenous Swazis for managerial
roles.

The Swaziland Training and Institutional Development Project (STRIDE)
seeks to increase the numbers of Swazis meaningfully involved in the
private sector through a program which emphasizes short-term, in-country
management training for several hundred existing and potential Swazi
managers.

To determine the specific topics on which training should focus, Aurora
Associates, the prime contractor for the STRIDE project, contracted with
a team of consultants to conduct a panagement training needs assessment

which surveyed the CEOs and managers of 78 private, 17 parastatzl and 11
public organizations operating:in Swaziland.

V-
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I1. METHODOLOGY

The data collection process involved interviewing CEOs and managers,
separately, using different instruments.

The most senior company employee working in Swaziland was designated by
the research team as the CEO. In some cases, however, the CEO was either
not available during the interviewing period, or felt that the head of
the human resources department (in the case of very large companies)
would provide more useful information. Substitutions were accepted
whenever the proposed person was senior, and familiar enough with a
cross section of functional departments to have a clear picture of the
organization's overall management training needs. There was no suitable
substitution in seven companies. In these cases, the research team
conducted only manager interviews.

In the case of government ministries, heads of departments and assistant
Permanent Secretaries were classified as CEOs.

At the time of the jpitial contact, the appointment-setter told the CEO
that the interviewing process included talking to at lJeast one cr two
managers, preferably from different managerial levels, and asked him or
her to think of appropriate pcople. It became apparent very early in
the project, however, that there are relatively Tew Swazi managers in
the private sector. The methodology was changed t©12 include information
from and about supervisors as well, especially those who, in the CEOs
judgement, had the potential to become managers.

The managers and supervisors selected were usually these wheno the CEC
considered to be candidates for further training. While the interviewers
did not specifically ask to speak to only Swazi managers, this was
implied by the explanation of the goals of the project, and CEOs
suggested only Swazis as interviewees.

Whenever possible the interviewers asked to speak to women managers and
supervisors. Where there was no woman occupving these positions, the CEO
was asked to identify a woman who had the potential to become a
supervisor or manager in the future.

CEO interviews took approximately 45 minutes to complete while
manager/supervisor interviews lasted about 30 minutes. Both were
typically held on the same day.

The majority of the interviews were conducted by a three person team

made up of one of the project consultants and two lecturers from the

University of Swaziland’s Department of Extra-Mural Studies. All hold
graduate degrees in business.or management—related subjects.

The research instrument centered around the critical incident technique.
CEOs were asked to recall an incident when theyv, or a supordinate,
failed to carry-out 2 managerial task acceptabliy well, interviewers
asked the CEO to relate the background of the iacideat, his or her
actions and the outcomnme of those actions.

13



The critical incidents were later coded to determine the management
functions that managers and supervisors found most problematic, or
difficult to perform. The identification of these problem areas form the
basis of the management training recommendations contained in this
report since they raflect gaps between the skills that a manager
possesses and the skills he or she is required to use.

Other items in the interview asked the CEO directly what he cr she
thought the training needs were for the organization’s senioir managers,
middle managers and supervisors. The answers to these questions provided
information about the opinions and desires of the respondent - his or
her training demands. These demands were often influenced by past
training, current training +rends, advertising, etc.

Critical incidents represent:ng actual needs and opinions representing
demands, fall on opposite poles of.a continuum. Critical incidents help
designers shape useful products, while opinions give guidance 2s to how
these products should be packaged.

In addition to relating critical incidents and opinions about training,
CEOs answered questions about the size, activities and structures of
‘their companies. They also Zave information about their role in their
firm's operations, some background information about their education and
experience in the industry, and some specifics of past managerial
training in the company. (See Appendix A, CEO variable list)

The manager/subpervisor interview was structured very much the same as
the CEO interview, except that the focus was on the:manager’s own

ritical incidents and training needs, rather than those of
subordinates.

Managers and supervisors alsoc gave information about their recles and
background. They answered questions about their own training needs, and
gave details of previous managerial training they had undergone. (See
Appendix B, Manager variables)



I1I. THE SAMPLE

Selection

Sample selection was carried out in three waves. The first was a random
selection of firms from the Swaziland National Provident Fund list of
all of the firms operating in the country with one or more employee.
Because the majority of the companies operating in Swaziland employ
fewer than five persons, the first wave was biased toward small
companies. To correct this, the firms included in the second wave of
the sample were randomly selected from a pember list of the Swaziland
Federation of Emplovyers, which is comprised of larger firms.

The third wave was designed to include some of the organizations
excluded firom the first two waves, specifically, those from the public
sector and Swazi and women—owned companies. The two iatter groups were
jdentified through a listing of the members of the Swaziland Business
Women's Association, and by visiting the SEDCO Estates located in
Manzini and Mbabane.

Orpanizational Characteristics

Sector

The primary focus of the needs assessment was on mapnagement training
that would enhance the growth and productivity of Swaziland’'s private
sector. Parastatals and public organizations, however, were also
surveyed because of their supportive and interdependent relationship
with the private sector. .

Of the 106 firms interviewed, 74 percent were private, 16 percent were
parastatal and 10 percent were public. (For a detailed list,
see Appendix C)

SECTOR
Public 78
Parastatal 17
Public 11
Total 106
4
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Industrv

The 106 companies fell into six broad industry classifications:

TABLE 3.2
INDUSTRY
Services 36
Commerce 23
Mapufacturing 22
Financial 17
Agri-Business 8
Total 106

(See Appendix D, for expanded industry list)

Size

Although the size of the organizations in the sample- ranged trom 1 to
5,000 employees, the vast majority of firms (72%) employed between 1 and

99 people.

TABLE 3.3

D S

EMPLOYEE SIZE

1 -9 3l
10 - 24 15
25 - 99 30
100 - 499 20
Over 500 10
Total 106



TABLE 3.4

ACTIVITY SIZE

Small Medium Large

(1-49) (50-199) (>200)
Agri-Business 14% 29% 57%
Commerce 50% 35% 15%
Finance 24% 52% 24%
Manufacturing 60% 15% 25%
Services 46% 31% 23%

Significance
.82

Predictably, companies in the agri-business industry tended to have more
employees, because of the labor—intensiveness associated with
agricultural production.

Most commerce, manufacturing and service companies were small, employing
fewer than 50 persons. The majority of financial institutions had
between 50 and 200 employees.

Managerial Levels/Number of Managers

Most of the firms (84%), had between one and three managerial levels.
Sixty-nine percent had between 1 and 8 managers and supervisors. Twenty-
four percent had between 10 and 24 employees acting in that capacity.
Eight percent reported having 25 or more managers and supervisors.

TABLE 3.5

NO. OF MANAGEWIAY LEVELS

One 38
Two 26
Three 25
Four 1L

-
Tive or More 3

v3
(o]
v
[4]
yee
'
L]
[4)]

(¢ 1]



Small
(1-49)

Medium
(50-199)

Large
(>200)

Ssignificance

1.0

One

2 -4

5 -9

10 - 24

25 or more

Total

Small
(1-49)

Medium
{50-199)

Large
(>200)

Significance

[

.0

TABLE 3.6

NO.OF MANAGERIAL LEVELS BY S1ZE

1 - 2 Levels 3 or More lLevels

88% 12%

58% 42%

13% 87%
TABLE 3.7

NO. OF MANAGERS/SUPERVISORS

t3
(o] (1]

—
o
[+2]

TABLE 3.8

NO. OF MANAGERS/SUPERVISORS BY SIZE

1 - 9 Mgrs/Spv 10 or More Mgrs/Spv

a5% 5%
55% 45%
25% 65%
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As would be expected, there is a strong relatiouship between size and
managerial levels, and size and number of managers/supervisors.

Ownership

Pl LA

Individuals and families owned 41 of the private companies surveyed.
Nineteen of these individuals were indigenous Swazis. Thirty-three
firms were subsidiaries or branches of larger, usuzlly South aAfrican
corporations. Seven firms were owned through joint partnerships between
the Government of Swaziland and private companies.

Markets

The majority of the firms {77 percent), produced goods and services
primarily for the domestic market. The remaining compurnies catered to
export markets in South Africa, Europe and N. America.

Customers

—

Tihe customer base of 48 percent of the organizations was couposed mainly
of other companies. Thirty percent sold directly to consumers. Twenty-
two percent were government suppliers and contractors.

CEO Characteristics

0f the 101 who answered the CEO interview, 29 held the title of managing
director, 28 were general managers, 13 were company directors the rest
bore the titles of partner, regional manager, Sranch manager or human
resource manager.

TFirty-nine of the 101 CEOs interviewed were owners. Nipeteen of the
respondents were women.

Educational Background

Sixty-seven per ceat of the CEOs who gave background data, held
certificates or diplomas, 15 per cent had completed undergraduate
degrees, while 7 per cent held graduate degrees. The subjects oi these
qualifications tended to be technically related to the CEOs current
industry (43%). Twenty-one per cent of the CEOs were trained in
managerial or admipnistrative areas related to their current positions.
Nine per cent had received training that was unrelated to their current

positions.

Industrv Experience

Forty-eight per cent had 13 or more Years of industry experience.
Thirty-one per -cent had five to fourteen vears experience. Sleven per
cent had fewer than five years in the industry.

Wwhen asked about their previous positions, eight per cent reported that
it was with the same company, 48 percent said that their previous
position was withr™ different company in the same industr¥, wiile 30
percent had changed industry to take up their current jobs.



Manager Characteristics

The research team interviewed 155 managers and supervisors from ten
functional areas: Financial (28 percent), Personnel/Human Resources (l6
percent) Administration (13 percent), Sales and Marketing (9 percent),
Technical Areas (8 percent), Inventory/Stores (5 percent) Regional or
Branch Management (4 percent) Public Relations (2 percent) and Quality
Control (2 percent).

Educational Background

Forty-nine percent of the managers who gave background information held
dipleomas or certificates. Fifteen percent of the respondents had
undergraduate degrees, while 11% held graduate degrees. Twenty-two
percent, however, reported that they had not undergone any formal post-
secondary training.

Fifty-nine percent of the training received by mancgers covered a
rechnical or managerial/adminxstrative area related to the manager's
current function.

Tenure

Although most managers (77%), had worked for their current organizations
for more than two years, nearly half (48%), had been promoted into their
current positions within a year or less. Forty-five percent of the

others had held their current positions for between 2 %o 9 years.

Fifty-three percent said that their last position had been in the same
functional area.

9



1v. OPINIONS ABOUT MANAGER TRAINING NEEDS

When interviewers asked CEOs an open-ended question about their opinions
of the management training senior managers, middle‘h&ﬁagers and
supervisors in their organizations needed, they answered with nearly
eighty training topics. The topics were later classified into nine
management training categories and five specialty areas. (For a list of~

sub—-topics, see Appendix Ej

TABLE 4.1 CEO OPINIONS OF MANAGER'S TRAINING NEEDS

Frequency of Mention:
S.Mgrs M. Mgrs Spvs

(%) rank (%) rank (%) rank

General Management 25.9 (1) 29.1 (1) 21.1 (2)
Leadership 16.9 (2) 19.8 (2) 22.6 (1)
personnel Management 2.1 (l0) 2.6 (10) .8 111)
Supervision 7.3 (6) 9.9 (3) 20.3 (3)
Financial Management 11.9 (3) 4.6 (6) 6.0 (5)
Accounting 8.8 (4) 4.0 (9) 3.0 (8)
Marketing Management 6.8 (4) 4.8 (8) 2.3 (9)
Qanagement Information Systems 4.1 (7Y 2.0 (12) 6.0 (8)

Management of Conflict & Change 1.2 (14) 2.6 (10) .8 {(11)

Technical 2.6 (8) 7.3 (4) 6.8 (4)

Industry Qualification a5 (8) 1.3 (137 .8 (11)

Physical Resources Management - 1.3 (13) -

Production Management 2.1 (l10) 4.6 (6) 2.3 (9)

scademiec Qualification 1.5 (12) .7 (18) .8 (11)

On The Job 2.1 (10) 5.3 (5) 6.8 (4)
10
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TABLE 4.2

MANAGER OPINIONS ABOUT THEIR OWN TRAINING NEEDS

Frequency of Mention:

(%) Rank
General Mgt 18.2 Ly
Leadership 12.3 (2)
Supervision 10.5 13}
Physical Resources Mgt- 9.5 (4)
Financial Mgt 9.1 {(3)
Organizational Design & Development B.4 {(86)
Qarketing Mgt 8.1 (7)
Mgt Information Systems 7.7 (8)
Accounting 4.6 (%)
Technical 4.6 (9)
Academic 2.1 (11)
Production Mgt 2.1 (11)
Industry Qualifications 1.1 (13)
Basic Skills 1.1 (13)
Mgt of Conflict & Change 7 {15)



V. CRITICAL INCIDENTS

The following tables group dichotomies of respondent subcategories and
compare the subjects of the critical incidents that they related to
ijpterviewers. The degree to which the differences in critical incident
subjects reflect actual differences in the two sub-populations is
measured using a Chi Square test. The figure under the sigunificance
heading found on each table, refers to the probability that there is a
consistent difference between the two sub-groups, and that the variances
in answers are not coincidental or random. For example, a figure of .76
means that there is a 76% probability that the differences in responses
illustrate a real difference in the two sub-populations.

TABL .1

(3]
[6])

CEO AND MANAGER RESPOMNSES
CEOs related 171 critical imcidents, pertaining mostly to subordinates.

Managers and supervisors cited 234 critical incidents relating to their
own experiences.

Frequency of Mention:

CEO (%} MGR (%)
Leadership 26.9 (1) 24.4 (1)
Supervision 21.6 (2) 17.9 (2}
Personnel Mgt 3.4 (3) 16.7 (3)
Organizational Design & Development 7.6 (3) 11.3 (4)
Financial Mgt 9.4 (3) 9.8 (3)
Physical Resources Mgt 5.8 (6) 4.7 (8)
Marketing Mgt 5.8 \8) 3.7 .8}
Management of Conflict & Change 4.7 (8) 3.4 (8)
Management Information Systems 2.3 (10} 3.4 (8)
Production Mgt 4.1 (9) 1.7 (10)

Significance

.54

As the table above shows, leadership and supervision issues were the
@ost frequent subjectis of both CECs and managers eritical incidents. Cne
difference between the groups is that managers tended to relate critical
incidents dealing with personnel management more frequently than CEOs.

b -
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A. CRITICAL INCIDENTS BY RESPONDENT CHBARACTERISTICS

TABLE 5.2

OWNERSHIP

Owners Non-Owners

(%) rank (%) rank
Leadership 18.3 (2) 28.2 (1)
Supervision 20.0 (1) 23.3 (1)
Personnel Mgt 15.0 (3) é.B (B)
Organizational Design & Dev 11.7 (4) g.7 (1)
Financial Mgt 10.0 (3} 9.7 (3)
Physical Resources Mgt 10.0 (3) 6.8 (6)
Marketing Mgt 3.3 (9) 7.8 (3)
Mgt of Conflict & Change 6.7 (7) 3.9 (8)
Management Information Systems 0.0 - 1.0 (10)
Production Mgt 5.0 (8) 5.9 (8)

Significance
.40

The subjects oI owner and non-owner critical incidents were very
similar. Most dealt with leadersinip and supervision issues. Owners,
however, cited more incidents involving personnel management and
management of conflict and change than non-owners.

Marketing management featured more prominently in the critical
incidents of non-owners than in those of owners.
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Leadership

Supervision

Personnel Mgt

Organizational Design & Dev
Financial Mgt

Physical Resources Mgt
Marketing Mgt

Mgt of Conflict & Change
Management Information System

Production Mgt

Significance

.98

Leadership, supervision and personnel management Were mentioned
often 1n the critical incidents of both me

Financial management was & higher ranked subject in the critical

incidents related by women.

(%) rank

27.1 (1)
19.7 (2)
11.53 (3
10.5 (4}
8.1 (3)
7.1 (5)
1.7 (7
3.7 (8}
3.7 (8)
3.7 (8)
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Women
(%)
20.9

19.1
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n and womel.
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TABLE 5.4

TENURE

Short (%) Long (%

(1-3 yrs) (More than 5 yrs)

(%) rank (%) rank
Leadership 26.2 (1) 23.5 (1)
Supervision 20.0 (2) 18.3 (2)
Personnel Mgt 12.8 (3) 15.7 (3)
Organizational Design & Dev 9.3 (4) 11.3 (5)
Financial Mgt 7.2 (6) 15.7 (3)
Mgt of Physical Resources 7.9 (31 3.2 (6)
Marketing Mgt 5.9 (7) 3.3 (7)
Mgt of Conflict and Change 4.1 (8) 3.5 (T7)
Mgt Information Systems 3.1 (10) 2.6 (92)
Production Mgt 3.4 (9) w9 (10)

Significance

.74

Leadersnip, supervision and personnel management ranked highest as the
subject of critical incidents ralated by persons with both long and
short tenure. One marked difference between the twao groups was that
CEOs and managers who had tenure of more than five years tended to cite
critical incidents involving financial management issues more frequently
than their counterparts who had tenures of five or fewer years. -
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TABLE 5.5

e e

QUALIFICATIONS

Degree No Degree

(%) rank (%) rank
Leadership 25.8 (1) 27.8 (1)
Supervision 18.8 (2) 21.4 (2)
Personnel Mgt 14.0 (3) 12.8 (3)
Organizational Design & Dev :}0.8 (4 8.6 (5)
Financial Mgt ''9.7 (5) g.1 -(4)
Physical Resources Mgt 5.9 (6) 7.0 (6)
Marketing Mgt 5.4 (7) 4.8 (7)
Qgt of Conflict & Change 3.3 (8) 3.7 (8)
Mgt Information Systems 3.2 (%) 2.7 (9)
Production Mgt 2.7 (10) 2.1 (10)

Significance

.00

Surprisingly, possession of a university degree had no effect on the
ranking of critical incident subjects. Experimentation with other
combinations of educational qualifications, such as respondents with
some formal post-secondary education versus those with none, showed the
same lack of difference.
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TABLE 5.6

AVATILABILITY OF MANAGERIAL TRAINING

Available Not Available

(%) rank (%) rank
Leadership 25.2 (1) 23.2 (1)
Supervision 18.1 (2) 18.3 (2)
Personnel Mgt 13.7 (3) 15.8 (3)
Organizational Design and Dev 9.8 (3) 13.3 (&)
Financial Mgt 11.1  (4) 5.8 (6)
Physical Resources Mgt 5.1 (7) 9.2 (5)
Marketing Mgt 6.4 (8) 5.0 (7)
Mgt of Conflict and Change 4,3 (8) 3.3 (9)
Mgt Information Systems 2.6 {(10) 4.2 (8)
Production Mgt 3.0 (9) 1.7 (10)

Significance
.40

Leadership, supervision and personnel management featured among the most
frequent subjects of the critical incidents cited both by respondents
working in organizatioans where managerial training is available and by
those who do not have access to such traini=zg.

Respondents who do not receive training, related more critical incidents
concerning organizational design and development and physical resources
management. Those for whom training is available tended to cite more
eritical incidents concerning ,their efforts in financial management.

—
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B. CRITICAL INCIDENTS BY ORGANIZATIONAL CHARACTERISTICS

TABLE 5.7

SECTOR (PRIVATE)

Private Others

(%) rank (%) rank
Leadership 26.5 (1) 21.6 (1)
Supervision 19.0 (2} 19.2 (2}
Personnel Mgt 11.9 (3" 17.8 (3)
Organizational Design and Dev 8.4 (3) 12.0 (4)
Financial Mgt 10.6 (4 8.8 (3)
'Physical Resources Mgt g.4 (5} 3.2 (8)
Marketing Mgt 3.4 (77 8.8 (5)
Mgt of Conflict and Change 4.4 (7) 3.2 (8)
Mgt Information Systems 2.2 (10) 4.0 (T
Production Mgt 4.0 (9) 1.6 (10)

Significance

.82

ilthough the two highest ranked critical imcident subjects were
leadership and supervision for both private firms and organizations in
other sectors, CEOs and managers of private firms tended to report fewer
difficulties with personnel and marketing management. -

They cited more critical incidents, however, pertaining to physical
resources management than respondents working in parastatals and public
organizations. )



TABLE 5.8

SECTOF 2 (PARASTATALS)

Parastatals Others

(%) rank (% rank
Leadership 13.2 (1) 27.0 (1)
Supervision 19.2 (1) 13.0 (2)
Personnel Mzt 18.2 {3) 12.3 (3)
Organizational Design and Dev 13.1  (4) 8.3 (&)
Financial Mgt 10.1 (3) 4.4 (6)
Physical Resources Mgt 4.0 () 7.5 (3)
'Marketing Mgt 10.1  (3) 4.4 (6)
Mgt of Conflict and Change 2.0 (8) 3.2 (9)
Mgt Information Systems 2.0 (8) 3.2 (9)
Production Mgt 2.0 (8) 5.5 (8)

Significance

.82

Llike the CEOs and managers from private and public organizations,
respondents working in parastatals related critical incidents concerning
leadership, supervision and personnel management most frequently.
Persons working in parastatals, however, seemed to experience more
critical incidents concerning organizational design and development and
marketing than those working in private and public organizations.

™
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TABLE 5.9

——

SECTOR 3 (PUBLIC:

Public Other

(%) rank (%) rank
Leadership 30.8 (1) 24,3 (1)
Supervision 19.2 (2} 19.1 (2)
Personnel Mgt 15.4 (3) 13.8 (3)
Organizational Des:gn and Dev 7.7 (3) 9.8 (3)
Financial Mgt 3.8 (7) 10.5 (4)
Physical Resources Mgt 0.0 - 7.1 (8)
Marketing Mgt 3.8 (7) 5.2 (7)
Mgt of Conflict and Change 7.7 (5) 3.7 (8)
Mgt Information Systems 11.5 (4) 2.2 (1l0)
Production Mgt 0.0 - 3.4 (9)

Significance

.84

CEOs and managers working in the public sector seemed to have fewer
difficulties meeting their organizations’ expectations for financial,
marketing and physical resources macagement than their counterparts in
private companies and parastatals. They seemed, however, to have more
difficulty managing conflict and change and satisfTving their own and
other's needs for information.



TABLE 5.10

——— e e
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STZE 1 {SMALL/MEDIUM)

Small Medium
(1-49) {50-199)
%) rank (%) rank
Leadership 26.0 (1) 18.8 (1)
Supervision 18.0 (2) 17.1  (3)
éersonnel Mgt 10.0 (&) 18.0 (2)
Organizational Design and Dev 6.0 (7) 13.5 (4)
Financial Mgt 13.0 (3) 3.6 (8)
Physical Resources Mgt 7.0 (8) 10.8 (3)
Marketing Mgt 5.0 (8} 7.2 (86)
Mgt of Conflict and Change g.0 (3) 2.7 (9)
Mgt Information Svstems 4.0 (9} 4.5 (T
Production Mgt 3.0 (10} 2.7 (%)

Significance

.94

After experimentation with various categories of employee sizes, 1 to
49, 50 to 199 more that 200, proved to be the divisions that offered the
most insight into the types of critical incidents cited by respondents.

Leadership and supervision ranked as the top two subjects of the
critical incidents related by the CEOs and managers of both small and
medium organizations. The two groubs differed, however, in the third and
fourth ranked subjects. Attempts at financial management caused more
c-itical incidents for those working in small organizations, while the
managers of medium-sized firms*®experienced more difficulties with
organizational design and dev+lopment issues. The CEOs and managers of
small firms also reported having more critical incidents involving the
management of conflict and change than their. counterparts from medium-
sized firms.



TABLE 5.11

e i

SIZE 2 (MEDIUM/LARGE!

Medium Large
(50-199) (»200)
(%) rank (%) rank
Leadership 19.8 (1) 27.9 (1)
Supervision 17.1 (3) 21.4 (2)
Personnel Mgt 18.0 (2} 13.6 (3}
Organizational Design and Dev 13.5 (4) 9.3 (5)
Financial Mgt 3.6 (8) 12.9  (4)
Physical Resources Mgt 10.8 (5) 2.9 (8)
.Marketing Mgt 7.2 (86) 5.7 (86)
Mgt of Conflict and Change 2.7 (9) 2.1 {(9)
Mgt Information Systems 4.5 (T) .7 (10)
Production Mgt 2.7 (9) 5.6 (7)

Significance

.98

CEOs and managers from pedium and large firms related critical incidents
involving leadership, supervision and personnel management more
frequently than other topics. Those from medium-sized firms, however,
had experienced more critical incidents dealing with orzanizational
design and development issues, physical resources management and
information systems. The managers of large firms had far more difficulty
meeting their organi:ations' demands for financial management.
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TABLE 5.12

MANAGERIAL LEVELS (CEQ RESPONSES)

(The CEO and manager responses in this variable were dissimilar enough
to be presented separately.)

1 -2 Levels >3 Levels

(%) rank (%) rank

Leadership 24.7 (1) 2g9.3 (1)
Supervision 21.5 (2) 21:8 (2)
Personnel Mgt g.7 (5) 9.0 (3)
Organizational Design and Dev 10.8 (4) 3.8 (7)
Financial Mgt 12.9 (3) 5.1 (3)
Physical Resources Mgt 8.6 (8) 7.7 (4)
Marketing Mgt 3.2 (8) 9.0 (3)
Mgt of Conflict and.Change 4.3 (7) §.1 (5)
Mgt Information Systems 1.1 (10) 3.8 (T)
Production Mgt 3.2 (9) 5.1 (3)

Significance
.83

Most of the critical jncidents from the CEQs of organizations with one
or two levels, as well as those from firms with three or more levels -
dealt with leadership or supervision issues.

Personnel and marketing managément tied for the third most frequent
subject of critical incidents cited by CEOs from firas with three of
more managerial levels. Financial management was the third most
frequent topic of the critical incidents related by the CEOs from
organizations with only one or two managerial levels.

Organizational design and devslcpment followed as the fourth most
mentioned tooic #or CEOs from organizations with few managerial levels,
aut was one of the least mentioned subjects related by CECs from firms

with three or mqﬁé levels.



TABLE 5.13

e i

MANAGERIAL LEVELS (MANAGER RESPONSES)

1 - 2 Levels >3 Levels

(%) rank (%) rank

Leadership 24.0 (1) 24.8 (1)
Supervision 17.1  (2) 19.0 (2)
Perscnnel Mgt 15.5 (3} 18.1 (2)
Organizational Design and Dev g.3 (5) 14.3 (4)
Financial Mgt 7.8 (6) 12.4  (3)
Physical Resources Mgt 10.1 (4) 1.9 (8
&arketing Mgt 6.2 (7 2.9 (6)
Mgt of Conflict and Change 4.7 (B) 1.9 (9)
Mgt Information Systems 3.9 (9 2.9 (6)
Production Mgt 1.6 (10) £.9 (9)

Significance

LT7

Critical incidents dealing with organizational design and development
issues and financial management were cited more frequently bV manaygers
from firms having three or more levels than managers from rirms with

fewer levels.

Managers from firms with one or two managerial jevels tended to relate,
more incidents concerning physical resources and marketing management
than their counterparts in firms with three or more levels.

.
It is also interesting to not€ the dissimilarities in the rankings of
subjects between the CEO and~danager critical incidents from firms with
three or more levels. While the responses of. the CEOs and managers or
firms with one or two manager:al levels are, lor the most parc. similar.
the responses from the CEOs and managers from organizations with more
levels are significantly different.

The managers of these firms were concerned with the difficulties they
nad experienced guring their efforts to deal with organi:acional des:gn
and development €ssues and Ffinancial management. ¢zZNs, on the other
nand, were zore aware of critical incidents percaining €9 marketing,

uc

physical resources and production smanagement and conilict resolution
than their subordinates.
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TABLE 5.14

NUMBER OF MANAGERS /SUPERVISORS (CZ0 RESPONSES!

1-10 Mgrs/Sev 10 Mgrs/Spv

(%) rank %) rank
Leadersnip 26.2 (1) 28.2 (L)
Supervision 26.2 (1) 17.5 ()
Personnel Mgt 9.8 (4) 8.7 (4)
Organizational Design and Dev 8.2 (5) 6.8 (7)
Financial Mgzt 11.5 (3) 7.8 (3)
Physical Resources Mgt 4.9 (7) 10.7 (3)
‘Marketing Mgt 3.3 (8) 7.8 (3)
Mgt of Conflict and Change 6.6 (6) 3.9 (9
Mgt Information Systems 1.6 (9) 2.9 (10)
Production Mgt 1.6 (9) 5.8 (8)

Significance

.40

CZ0 and manager responses for this variable are presented separatealy,
because of the dissimilarities in the answers of the two groups.

Finapcial management was a more frequent subject of critical incidents_
related by the CEOs of firms having nine or fewer managers and .
supervisors, than bV CEO respondents from firms with more than nine such
employvees. They also cited more critical incidents invelving the
management of conflict and change.

CEOs from firms that had mor=* than ninoe managers and supervisors tended

to recall more incidents dealing with marketing, physical resources and
production management.

BEST AVAILACLE DOCUMENT



TABLE 5.13

PR e

MUMBER OF MANAGERS /SUPERVISORS MANAGER RESPONSES)

1-10 Mgrs,SpvV »10 Mgrs/Spv

(%) ronk (%) rank
Leadership 19.1 (29 25.3 (1)
Supervision 14.9 (3) 18.8 (2)
Personnel Mgt 23.4 (1) 15.1 (3)
Organicational Design and Dev ) 3.5 (3% 12.4  (4)
Financial Mgt \8.5 (35) 10.2 (3)
Physical Resources Mgt 10.6 (a) 5.4 (8)
Marketing Mgt 6.4 (7) 4.3 (T)
ﬁgt of Conflict and Change 4.3 (8) 3.2 (9)
Mgt Information Systems 0.0 - 4.3 (7)
Production Mgt 4.3 (8) 1.1 (10)

Significance

.60

Personnel management was the highest rated eritical incident topic
related by managers working in organizactions wich between 1 and 10
managers or supervisors. They nad experienced more incidents involving
pnysical resources than their counterparts working in firms with more
managers/supervisors; and far more than the CEOs in their firms were
aware of, judging from the relatively low ranking that physical
resources management had in the critical incidents of CEOs from the
same-sized firms.



TABLE 5.16

D e

ACTIVITY 1 (FINANCIAL)

Financial Others

(%) rank (%) rank
Leadership 22.4 (1) 26.3 (1)
Supervision 16.5 (3) 20.3 (2)
Personnel Mgt 21.2  (2) 11.3  (3)
Organizational Design and Dev 4.1 (4) 8;8 (3)
Financial Mgt 14.1 (4) 8.4 (6)
Physical Resources Mgt 0.0 - 9.1 (4)
Marketing Mgt 7.1 (6) 4.7 (7)
Mgt of Conflict and Change 1.2 (8) 4.7 (T)
Mgt Information Systems 1.2 (8) 3.4 (9)
Froduction Mgt 2.4 (7) 2.8 (10)

Significance

93

Leadership was the most frequently mentioned topic of the critical
incidents related by the CEOs and managers from both financial and other
organizations. Respondents frou financial institutions, however, cited
more iacidents involving personnel management issues than their
counterparts from other types of firms. No one from a financial
institution related a critical incident involving the management of
physical resources.

19
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TABLE 5.17

e

ACTIVITY 2 (SERVICES)

Services Qthers
(%) rank (%) rank
Leadership 26.1 (1) 25,2 (1)
Supervision 15.7 (3) 71.0 (2)
Personnel Mg:< 18.3 (2) 11.7  (3)
Qrganizational Jesign and Dev :g.s v 10.0- (3}
Financial Mgt ‘6.1 (B) 11.0  (4)
Physical Resources Mgt 6.1 (B) 7.6 (6)
&grketlng Mgz 7.8 (3) 4.1 (7)
Mgt of Conflict and Change 3.5 (8) 3.1 (D)
Mgt information Systems 3.5 (8B) 2.8 (9)
Production Mgt 3.5 (8B) 2.4 (10)

Significance

.56

Like their counterparts in financial institutions, CEOs and managers
working in service jndustries placed more emphasis on critical incidents
involving persnnnel management than respondents from other types of
industries. They also sxperienced more critical incideats dealing with
marketing management, put fewer involving financial management.
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TABLE 5.18

e et

ACTIVITY 2 { COMMERCE

Commerce Others
(%) rank (% rank
Leadership 24,1 (1) 25;8 (L)
Supervision 21.5 (23 19.0 ()
Personnel Mgt . 8.3 (6) 15.3  (3)
Organizational-nesign and Dev ‘6.3 (6) 10.7 (4)
Financial Mgt 10.1 (&) 9.5 (3
Physical Resources Mgt 11.4  (3) 6.1 (6)
Marketing Mgt 3.8 (9} 5.5 (7)
Mgt of Conflict and Change 8.9 (2) 2.8 (9)
Mgt Information Systems 2.5 (10} 3:l (8)
Production Mgt 5.1 (8) 2.1 (10)

Significance

.94

CEOs and managers retailing and whoiesaling Tirms tended to relate fewer
incidents involving personnel management and organizational design and
development than respondents from other industries. Financial and
physical management were higher ranked topics in their critical -
incidents. They were also more likely to cite incidents concerning the
management of conflict and chapsge than persons working in other types of
organizations.
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TABLE 5.19

— e s

ACTIVITY 4 (MANUFACTURING)

Manufacturing Others

(%) rank (%) rank
Leadership 21.2 (2) 26.1 (1)
Supervision 25.0 (1} 18.7 (2)
Personnel Mgt 9.6 (4) 14.2  (3)
Organizational Design and Dev .7 (5) 10,2 (&)
Financial Mgt 7.7 (5} 9.9 (3)
Physical Resources Mgt 11.3 (3) 6.5 (6)
Marketing Mgt 5.8 (7) 5.1 (7)
Mgt of Conflict and Change 3.8 (9) 4.0 (8)
Mgt Information Systems 5.8 (T) 2.5 (10)
Production Mgt 1.9 (10) 2.8 (9N

significance

.25

Although signiticance is rather low, the tzble shows some differences
between manufacturing firms and other types of organizations that seem
intuitively correct. The highest ranking critical ibcident topic
mentioned by the CEOs and managers of manufacturing firms was
supervision, not leadership. They alse mentioned more critical
incidents involving physical resources management and management
information issues than their counterparts 1in other industries.



ACTIVITY S (AGRI-BUSINESS)

Agri-Business Others

(%) rank (%) rank
Leadership 40.0 (L) 24.7 (1)
Supervision 25.0 (2) 19.2 (2)
Personnel Mgt 0.0 (8B) 14.2  (3)
Organizational Design and Dev 10.0 (43) 9.9 (4)
Financial Mgt 20.0 (3) g.'1 (3)
Physical Resources Mgt 5.0 (3) 7.3 (6)
Marketing Mgt 0.0 (6) 5.5 (7)
‘Mgt of Conflict and Change 0.0 (86) 4.2 (8)
Mzt Information Systems 0.0 (6) 3.1 kg)
Production Mgt 0.C (8) 2.9 (10)

Significance

.69

Nearly half of the CEOs and managers from agri-businesses cited critical
incidents involving leadership issues, compared to 25 percent of
respondents working in other industries. They also related critical
incidents concerning financial management more freaquentliy thkan their
counterparts from other types of organizations.

They did not, however, relate critical incidents dealing with personneL,
marketing and production management, or management of conflict and
change and management information systems.

[H]
)

BEST AVAILABLE DOCUMENT



vI. TRAINING AND PROMOTION

Training That Will Lead To Senior Mapager Promotion

The CEOs interviewed said that typically their senior managers required
keneral management training before they could be promoted. Otngr
frequently mentioned subjects were financial management, tecanical
skills, personnel management and marketing management. CEOs reported
'‘that another important factor in semnior management promotion was the
overall seasoning and experience of the candidate.

TABLE 6.1 TRAINING LEADING TO SENIOR MANAGER PROMOTION

(N) (%)

Gepneral Management 27 1
Financial Management
On the Job
Technical
Personnel Management
Marketing
Training of Trainers
Administration 5
-Communication 5
Interpersonal Relations 5
Industrial Relations 4
Planning 4
Master’'s Degree 4
Accounting 3
. Budgeting 3
Production Management 3
Sales 3
Human Resources Mgt 2
Staff Appraisal 2
Time Management 2
Labor Laws 2 1
Bachelor’s Degree 2 1.

0

1

1

1

1

1

1

1

1

1

1

1

1
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Public Relations 1.
Delegation
Leadership
Negotiation
Presentation Skills
Supervision

Team Building
Shipping/Receiving
Stores Management
Grievance Procedures
Office Procedures
Banking

Computers

Customer Relations
Decision Making

0 Levels
Digciplining
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Training That Wwill Lead to Middle Manager Promotion

As the table below shows, general management training was also the most
frequently mentioned topic leading to middle management promotion.
chhnical performance however is more important to middle managers
seeking promotion than it is to senior managers. CEOs also rated the
@bility to communicate apd train others as important.

|

'_ZABLE 6.2 TRAINING LEADING TO MIDDLE MANAGER PROMOTION
{
; (N (%)
t
General Management 18 14.8
Technical 12 .8
Communicatlion 8 .. 6.6
Training of Trainers 8 6.6
Accounting - 7 5.7
Delegation 5 4.1
Personnel Management 5 4.1
On the Job 5 4.1
Interpersonal Relations 4 3.3
Supervision - 4 3.3
Financial Management 4 3.3
Administration 3 2.5
Budgeting 3 2.5
Bachelor’'s Degree 3 2.5
Computers 3 2.5
Leadership 2 1.6
Team Building 2 1.6
Labor Laws 2 1.5
Bankird 2 1.5
Marieting 2 1.6
Planning 2 1.6
Sales 2 1.6
Systems 2 1.6
Master’'s Degree 2 .5
Human Resources Mgt. 1 .8
Negotiation 1 .8
Costing 1 .B
Production Management 1 .B
Shipping/Receiving 1 .8
Office Procedures 1 .8
Coordination 1 .8
0 levels 1 .8
Opcrations 1 .B
Public Relations 1 .3
Credit Management 1 .8
122 100

33



raipning That Will Lead to Supervisor Promotion

EOs said that technical skills are of primary consideration when mqking
ecisions about the promotion of supervisors. General management anad
accounting training, and the ability to communicate were also rated as
important.

TABLE 6.3 TRAINING LEADING 70 SUPERVISOR PROMOTION

e e i

(N) (%)
Technical 22 15.7
General Management 15 10.7
on the Job 11 7.9
Communication 8 5.7
Accounting 8 3.7
Training of Trainers 7 5.0
Interpersonal Relations 4.3
Supervision 4.3
Administration 3.6
Product Management 2.9
Marketing 2.9
0 Levels _ _ .. . i ae—- 2.9
Personnel Marketing 2.1
Banking 2.1
Public Relations 2.
Sales 2.
Delegation 1,
‘Team Building 1.
Costing 1.
Office Procedures 1
Bachelor's Degree 1.
Planning 1.

Assertiveness

Human Resources Mgt.
Negotiation
Budgeting

Financial Management
Pricing

Stores Management
Grievance Procedures
Computers
Coordination
Customer Relations
Decision Making
Insurance

Systems

Credit Management
YMaster’'s Degree
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Tasks That Senior Managers Will Perform After Promotion

’When interviewers asked CEOs what tasks they would expect various levels
of managers to perform after their next promotion, they answered with
specific skills as well as with behavioral ditfferences.

The CEOs interviewed, expected senior managers to accept more formal and™
infcrmal responsibility after thcoy were promoted. CEOs want newly
promoted sepior managers to have increased sectional and divisional
responsibility, while providing better leadership and being more
accountable for results. Senior managers are also be expected to play a
greater role in the overall development of their organizations including
representing the organization, seeking new opportunities and setting
policy.

TABLE 6.4

e

TASKS AFTER SENIOR MANAGER PROMOTION

(N) (%3
Have Divisional or Sectional Responsibility 32 30.5
Be Accountable 10 9.5
Provide Leadership 10 9.5
Coordinate g 8.6
Promote Business/Public Relations 8 7.6
Develop Business 7 6.7
Set Policy 6 3.7
Approve Projects 3 3.8
Train Staff 4 3.8
Technical 3 2.9
Be Part of a Team 2 1.3
Supervise Professionals 2 1.8
Monitor the Environment 2 1.9
Control Inventory 2 1.9
Set Targets 2 1.9
Control Quality i i.0
Partnership 1 1.0

—
o
[¢ [}
—
o
o

[ ]
(H]



asks That Middle Managers will Perform After Promotion

EOs aiso expected middle managers to have greater divisional
esponsibility and to provide better leadership after their next
romotion. They, however, placed less emphasis on middle managers
laying development or promotional roles in their new positions.

TABLE 6.3

L

TASKS AFTER MIDDLE MANAGER PROMOTION

(N} (%)

Have Divisional or Sectional Responsibility 35 42.17
Provide Leadership 12. 14.6
Coordinate 6 7.3
Approve Projects 4 4.9
Be Accountable 4 4.9
Supervise Professional Staff 4 4.9
Promote Business/Public_Relaticns . __. 3 3.7
@echnical 3 3.7
'Control Inventory 2 2.4
Set Policy 2 2.4
Develop Business 2 2.4
Be Part of a Team 1 1.2
Train Staff 1 1.2
Control Quality 1 1.2
82 100



Tasks That Supervisors Will Perform After promotion

Supervisors are expected to take on divisional or sectional
responsibility after their next promotion, although in fewer numbers
than more senior managers. CEOs said that it is important, also, that
supervisors be better coordinators and provide stronger leadership to
subordinates.

TABLE 6.6

TASKS AFTER SUPERVISOR PROMOTION

(N) (%)

Have Divisional or Sectional Responsibility 16 18.8
Coordinate ’ 15 17.6
Provide Leadership 2 14.1
Technical 7 8.2
Be Accountable 6 7.1
Supervise Professional Staff 6 7.1
Promote Business/Public Relaticns 6 7.1
Be Part of a Team Cormm T - 5>TTTTTT5.9
Approve Projects 4 4.7
Control Inventory 3 3.2
Set Targets 2 2.4
Train Staff 1 1.2
Monitor the Environment 1 1.2
Invest Company Funds 1 1.2

85 100
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VII. PAST TRAINING

SEOs and managers tended to disagree abcut the availability of
ippropriate management training in their organizations. CEOs reported
that 73 percent of their managers received the tvpe of training that
they suggested during the interview. Fifty=-two percent of the managers
interviewed, however, claimed to never receive the type of management

training that they desire most.

TABLE 7.1

A e

FREQUENCY WITH WHICH MANAGERS RECEIVE THE TYPE OF TRAINING SUGGESTED

CEQ Responses: Manager Responses!.

Frequen:ly 75.3% Never 51.8%
Never 14.3% Frequently 46.0%
Occasionally 10.4% Occasionally 2.2%

Preventions

CEOS and managers were asked what factors prevented managers from
receiving the training that they and their superiors deemed appropriate.

TARLE 7.2

P R

CEO RESPONSES:

Lack of Availability 33%
Lack of Time i3%
Company is Too Small 12%
Lack of Money 12%
staff Shortages 6%
Training Not 2 Priority b:
Problem Selecting Courses 7~63
Training is Not Needed 3%

(&7
H

Problem with Retention

Timing of Courses

[&]
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TABLE 7.3

e et

MANAGER RESPONSES:

,ack of Company Support 28%
.ack of Time 23%
raining Not Needed 16%
rack of Money 14%
Lack of Availability 11%
Yot in Trainable Group 4%
Problem Selecting Courses 3%

Particivants

CEOs reported that senior managers were the most frequent training
participants. Forty-two percent said that senior managers received
training, compared to 32 percent of middle managers and 24 percent ol
supervisors. Eighteen percent said that all levels of managers and
supervisors have attended courses.

Providers

Local and regional training institutes were the usual providers oT
management and industry-specific training. Consultants and company-based
training programs were the next most popular choices. The most
frequently mentioned local and regional trainers were IDM, UNISWA, MAMC,
SIMPA, Liwati and ESAMI.

Venues

Most training (63%) was held at local or regional venues, although,
nearly a fifth of those who received training, including company-based
training, had gone overseas to attend courses. .

TABLE 7.4

VENUES

Local a9%
Regional 21%
Overseas 19%

8]

—
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o

Other Afric

in—Zouse 13%
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Previous Topics

Predictably, general panagement was at th

previously taken by managers. Financial t
courses, however, were attended more than the opinions about training

needs and critical incidents would suggest.

TABLE 7.5

e it et

PREVIOUS TOPICS

General Management (26%)
iincluding:

- Administration

- Planning

- Systems

- Operations

- Time Management

Financial Management (10%)

including:

- Auditing

- Costing

- Taxation

-~ Pricing

- Credit Management

Marketing Management (9%)
including:

- Sales

- Customer Relations

- Public Relations
Leadership (8%)
including:

- Communication

- Interpersonal Relations
- Leadership

- Team Building
Organizational Design and Development

including:
- Training

Accounting (7%)
Tndustry Qualification (5%)

Managemen: Information Systems (3%)

(8

e top of the list of courses
and marketing management
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jncluding:

+ Computers
\ .
~ Grievance Procedures

Personnel Management (4%)
%echnical (a%)

§upervision (4a%)

}Production Management (3%)
iPhysical Resources Management {3%)
i

[including:

- Shipping/Receiving

i- Stores Management

- Inventory Management

Management of Conflict and Change (3%)

.including:
- Negotiation

Academic (2%

including:
- MBA

Length

Short courses lasting a few weeks or less were the most popular,
although, longer courses were also well attended by the sample Z4roup.

TABLE 7.6

LENGTH

Few Weeks 34%
Few Days 29%
One to Two Months 12%
Three to Six Months 12%
Longer than Six Months 11%-:



VIII. SUB-CATEGORIES BY TRAINING NEEDS

The table below is a matrix which acts as a summary of previous
sections. It shows the reiationsnips between critical incident subjects
and the various sub—-populacions of the overall sample. The cells in the
matrix contain T {top), M imedium} or L (low) which indicate the
priority that each topic h:i to 2 speciflic sub=-group, based on frequency
of mention.

Top priority topics were the subject of at least 15 percent of the
critical incidents cicted by a sub—group. Medium priority topics were the
subject of between 5 and 13 percent of critical incidents. Low priority
was assigned to any subject appearing in fewer than 3 percent of the
~-itical incidents related to interviewers.

TABLE 8.1

e

SUB-CATEGOHIES‘BY TRAINING NEEDS

LDR SPv PsN 0D FIN PHY MKT CNF MIS PRD

“TATUS

czo” T T M M M M Y L L L

Manager T T T M M M L L L L
OWNERSHIP

Owner T T M L M M 1 "L L L

Non-owner T T M I M M L L L L
3EX

Men T T M M M M L L L L

Women T T T M M M | L L i
TENURE

1~5 Yrs T T M M | M | L L L

>5 Yrs T T T ! T M L L L L
QUALIFICATIONS

Degres T T M M 4 M Nt L L L

4o Degree T T M | M g i L A i
TRAINING?

Tes T T I Y 1 M v L L L

‘o T T T M “ 1 z L . L



LDR SPV PsSN 0D FIN PHY MKT CNF MIs PRD

2CTOR
rivate T T M M M M L L L L
saprastatal T T T il M L M L L L
ublic T T T M L L L R M L
<ZE
small T T M M M M L M L L
ledium T T T M L M M L L L
Large T T M M M L M ‘L L L
0 OF MANAGERS
CEOS)
1-3 T T M M M L L M L L
>3 T T M M M M M L L |
10 OF MANAGER (MGRS)
1-3 T M T M N M M L L L
>3 r T T M M M I TL 1 L
4o OF LEVELS (CEOS)
1-2 T T M M M M L L L L
>2 T T M L M M M M L M
4o OF LEVELS (MGRS)
1-2 T T T | M | N L L L
>2 T T T | M L L L L L

3USINESS ACTIVITY

Financial T T T M M L M L L L

Servicse T T :‘1‘ M bl '- M M L L L

Commerce T T M M M M L o L K|

Agri-Business T T L M T L L L L L

‘januzracTuring T T M b} M M M L M L
43
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TOP AND MEDIUM PRIORITY TRAINING NEEDS

The following is a list of some high and medium training priorities

shown by the assessment data:
hccording to Status:
1. CEOs

Top Prioritv Training Needs:

Leadership
Supervision

2. Managers

Top Prioritv Training Needs:

Leadership
Supervision
Personnel Mgt

Ac-ording to Sector:
1. Private

Too Prioritv Training Needs:

Leadershir
Supervision

e

9, Parastatal

Top Prioritv Training Needs:

Leadership
Supervision
Personnel Mgt.
3. Public

Too Prioritw Training Needs:

Leadersnip
Supervisian
Personael Mzt.

Medium Prioritvy Training Needs:

Organizational Design & Dev.
Financial Mgt

Physical Resources Mgt
Marketing Mgt

Medium Prioritv Training Needs:

Organizational Design & Dev.
Financial Mgt
Physical Resources Mgt ~—-

Medium Priority Training Needs:

Personnel Mgt.
Organizational Design & Dev.
Financial Mgt.

Physical Resources Mgt.

Medium Priority¥ Training Meeds:

Organizational Design & Dev.
Financial Mgt.
Marketing Mgt.

Medium Prioricty Training Needs:

Organiz::ional Design & Dev.
Mgt. of Conflict and Change
Mgt., of Information Systems

44



ccording to Size:

1. Small

Foo Prioritv Training Needs:

Leadership
Supervision

2. Medium-Sized

Top Prioritv Training Needs:

Leadership
Supervision .
Personnel Mgt.

3. Large

Top Prioritv Training Needs:

Leadership
Supervision

According to industry:

1. Financial

Top Priority Training Needs:

Leadership
Supervision
Personnel Mgt.

2. Service

Top P-ioritv Trajning Needs:
Leadership

Supervision

Personnel Mgt.

3. Commerce

Top Prioritw Training Needs:

Leadership
Supervisi

Medium Prioritv Training Needs:

Personnel Mgt.
Organizational Design & Dev.
Financial Management

Mgt. of Conflict and Change

Medium Prioritv Training Needs:

ﬁOrgani:ational pesign & Dev.

Physical Resources Mgt.
Marketing Mgt.

Medium Prioritv Training Needs:

Personnel Mgt.
Organizational Design & Dev.
Financial Mgt.
Marketing Mgt.

Medium Prioritv Training Needs:

Organizational Design & Dev.
Financial Mgt.
Marketing Mgt.

Medium Prioritv Training Needs:

Organi:ational Design & Dev.
Financial Mgt.

Physical Resources Mgt.
Marketing Mgt.

Medium Prioritv Training Mleeds:

Personnel - -Hgtl.
Orgnni::tional Design & Dev.
financizl Mgrt.

Phvsical Resources Mgt.

Mg, con<lict and Change
production Mgt.

wn


http:pi�orit'.Tr

1. Agri-Business

Top Prioritv Training Needs:

Leadership
Supervision
Financial Mgt.

-

5. Manufacturing

Top Prioritv Training Needs:

Leadership
Supervision

Medium Priorit¥ Training Needs:

Organizational Design & Dev.

Medium Prioritv Training Needs:

Personnel Mgt.
Organizational Design & Dev.
Financial Mgt.

Physical Resources Mgt.

:Marketing Mgt.

‘Mgt. of information Systems
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IX. COMMENTS ABOUT COURSE DESIGN

me suggestions about using the data contained in this assessment as an

put tu course design, are as follows:

Attention should be paid to possible groupings of course topics.
dium and low priority topics can be presented along with those of
Lgh, universal demand. For example, financial management for which
ere is medium/high priority could be combined with physical resources
anagement, which 1is generally a pedium/low priority topic, in a non-

man resources management course.

wo other possible groupings are:
Mgt. of Operational Functions
sub-options:

uman Resources Mgt.
ub-options:

Management of Physical Resources
Marketing Management
Production Management

eadership

upervision

ersonnel Management

anagement of Conflict and Change

. Information about the length and venues of past training can be used

s a aid in designing future training.

.. The data give guidance to course content, as well. as overall
ackaging. While the critical incident data point to the content of
anagement courses geared for various sub—groups, the listing of
-raining needs opinions gives marketing guidance by suggesting course
titles and target groups. For example, the data coilected through
ritical incidents suggest that personnel management is a top or mediunm
priority training need for most managers, although it tended to rank at
the bottom of the ccos’ list of needs which was dominated bV general
management training. Thus. a course entitled 'pPersonnel Management' may
not elicit much interest, but a general management course wnicn inciudes
a personnel management module would perhaps create interest while at the
same time address an important, if unrecognized training need.

perform after their

4. The list of tasks that CEOs experi managers to
need for leadersnip,

next promotion supports other data suggesting the
supervision and general management training. CEOs reported that managers
can expect to have more divisdonal and sectional responsibility, and be
required to provide mor2 effective leadersnip. It is understandable.
therefore that CEZO0s recommended general managenznt training more
frequently than specitic functional training. wWhen looking at the data
derived from critical incidexnts, leadership and supervicgicn 2are
identified as top priority training needs Ior most managers, winile
specific functional topics usually rate as medium or low priority.
suggests that there may be more of a need for Zeneral management

training than e in-depth training in any speciili functional area.

This



§. Treatment of various topics should vary with the level of the manage:
and the size of his or her organization. For evxample, leadership
training was of high priority for all levels of managers and sizes of
companies. Leadership training for a supervisor working in a small
company may include assertiveness training, and interpersonal and
communication skills. Leadership training for a senior manager in 2
large organization might include such issues as developing appropriate
corporate culture and team building. The tasks that CEOs expect managers
of various levels to perform after their next promotion give clues about

the level at which subjects should be treated.

6. The information about manager promotion provides a measure with which
to judge the success of training. The extent to wnich managers are
promoted after receiving the training that CEOs say will lead to
promotion will give an indication of the appropriateness of that
training. '
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APPENDIX A

(List of Organizations Interviewed)

Private Companies

AMI (Trapnsportation)

Apocllo Printers (Pty) Ltd.

Arcade Jeweller (Pty) Ltd.

Art Signs (Ptvy) Ltd.

Associated Insurance Brokers

Atlantis (Swaziland) (Pty) Ltd. (Automobile Mechanics)
Auto Metal Panel Beaters

B.M.N. Wire Products (pty) Ltd.

Bambi Stewart (auctioneers and General Agents)
Bank of Credit and Commerce

Barnet Auto Spares

Beral Swaziland (Pty) Ltd. (Automobile Parts Manufacturer)
Big Bend Sugar Estate

Boiler Services (Pty) Ltd.

Bromor Foods (Pty) Ltd.

Cathula Dressmaking (Pty yLtd. _ .
Centrepoint (Pty) Ltd. (Office Rental and Services)
Cletta’s Uniforms

Computronics (Computer Sales and Training)
Conco Limited (Beverage Syrup Manufacturer)
Conway Nyman (Pty) Ltd. (Construction)

Crookes Plantations (Pty) Ltd. (Ranch)

Dream Dresses

Dulux (Pty) Ltd. (Paints Sales;

Ekhaya Bottle Store

Electrical Wholesale (Pty) Ltd.

Expertype (Pty) Ltd. (Secretarial Service
Express Textile Mills

Farm Chemicals

risner Hoffman Stride & Company {Insurance Broker)
Gardini & Sons (Ptyi Ltd. (Construction;

dvtec (Pty) Ltd. (Hvdrauiic Engineering)
Iajiliva Swaziland Metal Tanks (Pty) Ltd.
Inter Africa Supplies (Pty) Ltd.

Invoni Yami Swaziland Icsrigation Schene

J.J. Rudolph & Sons (Poultry Farm)

Kadekwasa Sibona Maswati (Pty) Ltd. (Retail}
Khanyisa Trading (Tire Sales) -

Kowloon Fast Foods {Pty) Ltd.*

Lesco Engineerinyg Works (Ptyr~Ltd.

Macaillan Boleswa (Book publisher:

Magnum Panel Jeaters (Pty) Ltd.

Manica Freight. Services

Master Motor Engineering

Metro Cash & Carry

National Rerrigeration & Scale (Pty) Ltd.
National Textile,&orporation

GX Bazaars (Pty)eitd. (Retail:

Progressive Engineering (Pty) Ltd.

BEST AVAILABLE DOCUMENT



R.G.R:. Services (Ptv; Ltd. (Construction)
Sikanve Footwear (Pty) Ltd.
spar (Pty) Ltd. (Retail)
Standard Chartered Bank of Swaziland
Swazi Brake & Clutch (Pty) Ltd.
wazi Mills
Swazi Paper Mills
Swazi Tie & Dye
Swazi Timber Products (Pty) Ltd.

Swaziland
Swaziland
Swaziland
$waziland
Swaziland
Swaziland
Swaziland
Swaziland
Swaziphar
Tate & Ly
Trans—Nat
Trupep St
Union Ban
Unozidumo
Unozidumo
Village C
Webster P

Parastata

Cement Products

Contract Furniture
Cotona Cotton Ginning Co.
Printing & Publishing
Property Market

Sa.es % Services

Gpnited Bakeriles
Warehouse

m Wholesale (Pty) Ltd.

le Engineering

jonal (Pty) Ltd. (Transportation)
ores (Pty) Ltd.

k of Swaziland Limited

& So
Investments (Woo
rafts & Curios
rint (Pty) 1-d

ns (Pty) Ltd. (Retail)
dwork)

1s and Public Organizations

Barclays

Central B
Central T
Community
Jubilee P
Mbabane T
Ministry

Ministry

Ministry

Ministry

National

Post & Te
Protea Pi
Regional

Roval Swa
Royal Swa
Sebenta N
Small Ent
Swaziland
Swaziland
Swaziland
Swaziland
Swaziland
Swaziland
Swacziland
Veteripnar
Water

<
>

"
&

Bank of Swaziland Ltd.
ank of Swaziland
ransport Administration
Development
rinting & Publishing
own Council
of Commerce,
of Finance
of Labour
of Naturzl Resources
Agricultural Marketing Board
lecommunications
ggs Peak Hotel &
Administration,
2i Airways
ziland Sugar Corporation
ational Institute *
erprise Development
guilding Scciety
Development Bank
Electricity Board
Industrial Development Corp.
National Provident Fund
Roval Insurance Corporation
Televisidn Authority
v Servides
ewerage Board

Industry & Tourism

Casino
Rhohho

fC"ompany



APPENDIX B
(Liast of CEO variables)

Company VYariables

$ector

Company’s activities
Ownership of firm
Nationality of owner

Major clients

Jationality of major clients
Number of employees

Numper of managers

Number of managerial levels

CEQ Variables

CEO's title

CE0’s sex

CEO's qualifications

CEOQ's experience in the industry

CEQO’'s previous position

Person to whom the CEO repor*s

Areas that the CEOQO overseas

Functions that the CEO does not delegate
Most senior person who reports to CEO
Most Jjunior person who reports to Ceo

rraxning Variables

sritical Incident

raining for Senior Manpagers suggested by CEO

Training for Middle Managers suggested by CEO

Training for Supervisors suggested by CEO

Frequency with wnich managers receive suggested training

Levels of managers who have received *training

Length of previous managerial training

Factors that prevent managerial training

Training that could lead to a promotion for Senior Managers
Training that could lead to a promotion for Middle Managers
Training that could lead to a promotion for Supervisors

Future vasks that would necessitate suggested Senior Manager training
Future tasks that would necessitate suggested Supervisor training
Suggested ways to strengthen the private sector and increase the
participation of Swazis in thas sector

(41}
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APPENDIX C

(List of Manager Variables)

4anager Variables

:

Title

derson to whom manager reports

Role in company

Years in company

Years in current position

Previous position

Years in industry

nNualifications

Most senior person who reports to manager
Most junior person who reports to manager

Training Variables

Critic=al Incident

Desired areas of managerial training for self
Frequency with which manager receives desired traianing
Conductors of previous managerial training

Topics of previous managerial training

Length or previous managerial training

Venues of previous managerial training

Factors that prevent training

Training that would lead to the manager’s promotion .

Anticipated future tasks that would necessitate suggested training

[¢1}
19
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APPENDIX D

{(Expanded Industry List)

Agri-Business

Cotton Ginning
fruit Canners
Forestry

Frvit Canner
Sugar

Financial
Commercial Bank
Insurance
Real Estate
Other Financial Institutions

Manufacturing

Footwear

Metal Products
Textiles

Other Manufacturer

Services

Sales and Repairs of Vehicles
Transportation

Building and Construction
Communications

Touvrism

Other Services

Commerce

Retail
Wholesale

[$]]
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APPENDIX E

A e ——

(Expanded List of Traiping Topics)

LEADERSHIP
Communicating
Decision Making
Developing Statf
Motivating

In Respondents' Werds
Assertiveness
Communication
Decision Making
Interpersonal
Leadership
Motivation
Presentation Skills
Aesponsibility

Team Building

SUPERVISION

Correcting Performance
Evaluating Performance
Measuring Performance
Developing Performance Standards
In Respondents’ Words
Discipline

Staff Appraisal

Supervision

PERSONNEL MANAGEMENT

Forecasting
Developing Objectives
Reviewing Policies
Reviewing Procedures
Action Plan
Obtaining Statf

In Respondents’ Words
Hiring Staff

Human RAesources
Industrial Relacions
Parsonnel

Training

ORGANIZATIONAL DEVELOPMENT

5
Jevelcping Organdzational Struct
Delegating Hesponsiblirty and Au

T
-
-
-

-n
aoricy

2
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Developing Relationships
Organizing

i{n Resoondents’ Words
Nelegation

TINANCIAL MANAGEMENT
{

éorrecting Performance
fvaluating Performance
deasuring Performance
Developing Performance Standards
dbtaining Finance

Forecasting
Qevelopxng Objectives

Reviewing Policies

eviewing Procedures

Action Plans

gg Respondents' Words
Auditing

ﬁookkeeping
Rudgeting

Costing

Credit Management
‘Finance

Firancial Statements
Pricing

Taxation

MANAGEMENT OF PHYSICAL RESOURCES

Machines

Correcting PerTormance
Evaluating Performance
Measuring Performancs
Developing Performance Standards
Forecasting

Developing Objectives

Reviewing Policies

Reviewing Procedures

Action Plan

Obtaining Machines

Materials

correcting Performance
Evaluating Performance
Measuring Performance
Developing Performance Standards
Forecasting s

Developing Objecwives

Reviewing Policies

Reviewing Procedurss

(1]
(¢]]
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wction Plan
Obtaining Materials

In Respondents’ Words
Inventory

Shipping and Receiving
Store Management

Facilities
i
Correcting Performance
valuating Performance
Measuring pPerformance
|Developing Performance Standards
Forecasting
Developing Objectives
Reviewing Policies
Reviewing Procedures
Action Plan

MAREETING MANAGEMENT

Forecasting
Developing Objectives
Reviewing Policies
Reviewing Procedures
Action Plan

In Respondents'’ Words
Customer Relations
Marketing

Public Relations
Sales

MANAGEMENT OF CONFLICT AND CHANGE

Managing conflict
Managing change

in Respondents’ Words
Negotiation

MANAGEMENT OF INFORMATION SYS&%MS

Correcting Performance

Evaluating Performance

Measurinyg Ferlormance

Developing Performance Standards
Developling Organizational Structure
Del=gating Respongibility and Authority
Neveloping Relationsn:ps

Obtaining rinance

Forecasting

(61}
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Developing Objectives
Reviewing Policies
Reviewing Procedures
Action Plan

In Respondents Words
Computers

Govarnment Regulations
Grievance Procedures
Labor Laws

Office Procedure
Record Keeping

PRODUCTION MANAGEMENT

Correcting Performance
Evaluating Performance
Measuring Performance
Developing Performance Standards
Forecasting

Developing Objectives

Reviewing Policies

Reviewing Procedures

Action Plan

In Respondents’ Words
Pruduction Management
Quality Control

[8]]



ADDITIONAL TRAINING NEEDS THAT APPEAR IN TRAINING OPINIONS SECTION
(In Respondents’ Words)

GENERAL MANAGEMENT

Coordination
General Management
Operations
Planning

Systems

The BMs

Time Management

ACCOUNTING

e ——

Accounting

INDUSTRY QUALIFICATION

Accounting Qualification
_Banking_Qualjfication_”______~_"w_“__".-... -
Insurance Qualification

ACADEMIC
Bachelor’s Degree
Master's Degree
0' Levels
TéCHNICAL
Technical

BASIC SKILLS
Writing

ON _THE JOB

Experience
On the Job

{n
[+0]
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