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the employees in this process is well understood and researched. There is, however, 
little literature available to portray an environment where there is very little hope. 
Generally the support and understanding is written about where one is not expected to 
do much in such a situation from a Human Resources perspective. In the legal context 
it is very difficult to fire somebody from their post while the company is in 
liquidation. Performance Management models are well known and well documented 
and they all use the perspective that the company is assumed to be viable and that 
there is a strategy for the company. The area of concern that the problem is attempting 
to find and answer for in this research project is therefore relatively unexplored. 

AR - Action Research 
ST - Systems Thinking 
PM - Perfonnance Management 

Figure 1.1 Model of Thesis 

Action & 
Learning 

Model 

Implications 

The purpose then of the research work is to attempt to address the problem that has 
presented itself. The development of a management competency will be developed 
using a methodology, which is well described in the literature to attempt to manage 
the performance. Acknowledgement that the researcher is also part of the problem, as 
well as attempting to validate the research findings, will be handled using well-known 
research paradigms designed to accommodate such research. The ability to provide 
some concept of the complexity of the situation will be addressed by using Systems 
Thinking. All these concepts will be explored in great detail throughout the structure 
of the research project. Synthesis of the learning that has taken place and the 
understanding of the situation and the developments that have taken place will also be 
explored. A model of the research project as has been discussed here is shown in 
Figure 1.1. In the model we see that the problem is presented. Utilising the three 
methodologies we gain greater insight into how to approach the problem. A period of 
cyclical learning and action occur from which emerges a model of understanding as 
well as implications from the work actually undertaken. 
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help to challenge basic beliefs that individuals in an organisation hold about that 
organisation and its operating environment. 

Mitroff76 argues that all problems have significant aspects of four perspectives. 
These four perspectives are a scientific perspective, a social perspective, an 
existential perspective and a systemic perspective. A scientific perspective allows 
for the problem to be isolated from its environment and offers only technical 
details of the problem. The cultural and political dimensions of the problem are 
covered in the social perspective of the problem. Basic assumptions of the 
problem are questioned to elicit the philosophical and ethical aspects of the 
problem. The final perspective is a systemic one in that it involves the broader 
system in which the problem is found. 

Paradox 
Management 

Stakeholder 

t 
Problem 

Formulation 

, 
C§undar~ 

Figure 1.2 Mitroff Multiple Perspectives 

Options 

Phrasing 

Paradoxes may also occur when any set of beliefs generally accepted as true 
lead to self-contradictory conclusions. Paradox is a characteristic of many 
systems. The contradictions that are presented by a paradox may force one to 
reject some accepted belief or to find a way of dissolving the paradox, perhaps 
by re-interpreting the original beliefs, the conclusion, or the method of 
argument. Management of paradox requires an acceptance that beliefs and 
assumptions need to be challenged as part of the problem solving process. It 
also requires the ability to recognise and accept that paradox is often the norm 
and not the exception. Ackoff argues traditional problem solving focuses 
attention upon bits and pieces of organisations and thereby leads us to adopt 
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Representative 
• Knowledge 

• Customer Focus 

• Company Vision 

Service 

Prescriber 
• End User 
• Chain 

Management 

Information 
• Market Info 

• Prescriber 
Info 

Figure 1.3: A Representative System 

So what we have presented here in this chapter is a problem formulated out of the 
broad area of participation that the author finds himself in. The context of the 
environment that the research project is presented is also sketched Boundaries have 
been drawn to clearly illustrate the scope of the problem. Formulation of the problem 
has been dealt with in depth. The theme for the research project is also outlined and 
demonstrated On this foundation the research project can now be explained and 
detailed description of the processes can be explored The following three chapters 
progresses now to explore the most important theoretical fields that are of importance 
in this research project. The methodology that is utilised is introduced and explored 
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2. METHODOLGY 

We have in the introductory chapter seen the presentation of the problem and discussion 
about the problem that is being considered by the research project. The problem was 
justified and it was placed in context. In an attempt to proceed with a process of action 
or an attempt to bring about a change of the situation that has presented itself as a 
problem we now look at possible methodologies to approach the problem. The hope of 
the process of attempting to implement some type of change is that there is also learning 
that takes place. The following chapter will discuss the background to the methodology 
employed to attempt such an intervention. It will motivate the requirement that the 
paradigm of research is critically evaluated and selected to be appropriate. The concept 
of the research paradigm is then expanded and the choice of Action Research is 
discussed in depth. The motivation then to be using an alternative research paradigm is 
presented and justified especially in the context that the researcher is a role player in the 
research project as well. 

Figure 2.1 Research Project Progression in Chapter 2 

The model of the research project as described in the introductory chapter is shown 
above in Figure 2.1 where the specific aspects to be covered in this chapter is 
highlighted. The objective of the model is to allow for the progression of the 
discussion of the research project to be highlighted. The coloured sections then show 
the focus of the specific body of work as well as the aspects already considered. 

2.1. UNDERLYING PHYLOSOPHY 

Phylosophical Perspectives are looked at in context of their ideas. Many 
philosophers have shared similar views as often they have been influenced by 
those who have come before them or with whom they have collaborated and 
shared ideas. While there are numerous schools of thought, this section will 
concentrate on only three viewpoints, as these are most pertinent to the theoretical 
perspective under review. 

Pragmatism is a practical view ofPhylosophy. Pragmatists view the truthfulness 
of an idea in terms of its usefulness in real life. James recognized that pragmatism 
was SUbjective in that the same idea could be useful to one person and not to 
another. Dewey went further to believe that the mind was a tool that continually 
adapts to the environment in the same way that creatures evolve different 
characteristics. He also insisted that all ideas were merely just ideas for future 
action. This was then taught by him as ideas being tools to solve problems in the 

• 16 envlfonment 
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3. SYSTEM THINKING 

The Chapters that have already been presented discussed the problem of the research 
issue and the methodology to be used to research the problem. In the continuation of the 
process of describing the approach to handling the problem the following chapter 
introduces and discusses Systems Thinking. It briefly introduces System Thinking and 
places the science in context. The tools that are utilised in a Systems Thinking 
environment are then described which are especially pertinent to the research project, 
which was undertaken. These tools were the Viable System Model and also a Model of 
Systemic Management Practice. 

To clearly illustrate the area of the research project, which is now being discussed we 
see in figure 3.1 below the aspect that is considered. 

Figure 3.1 Research Project Progression in Chapter 3 

3.1.MANAGING WITH SYSTEMS THINKING 

The limits of Classical Rationality are a way of describing how Functional 
Managers do not speak the same language. The everyday operating realities of 
Sales, Manufacturing, Human Resources, Research and Development 
environments are very different. Each area has it's own dialect and customs, 
judgements and values. As a consequence, a common language is needed to 
communicate across functions, and since everybody has to deal with budgets and 
is accountable for results, mostly in 'profit' terms, money is often chosen. 

Classical Rationality has been increasingly contested 15The most contested premise 
is that of perfect information. Classical decision theory shows that a perfectly 
rational decision needs perfect information. Now information has a cost, and 
although a 'perfect' decision is theoretically possible, the cost of it would be 
prohibitive. In the domain of social sciences rationality has been shown to be 
restricted over and over again. At this present stage, 'rationality' is still very close 
to the idea of measurement. 

3.1.1. The Systemic Approach 

Reason has to be logical. Logic itself is nothing more than consistency with 
explicit assumptions. Assumptions about how the world works can be 
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glasses through which the individual views the envirorunent. The problem is then 
defmed relative to the paradigm in question. 

Problem 
Opportunity 

Evaluate 
Reflect 

Context / 

Figure 3.2 Model of Systemic Management Practice 

3.2. THE VIABLE SYSTEM MODEL 

While the presentation of a theoretical model should reflect the original work 
presented by the originator of the concept, this discussion on the Viable System 
Model is not as accurate. This is to reflect the learning cycle that took place during 
the research project. A formal model as portrayed by Stafford Beer, the originator 
of the Viable System Model, was sadly not well understood by the research 
subjects. After a number of attempts the model, as described by Espejo and Gill, 
was used to explain the concept of the 'Viable System' with far greater success. 
Thereby the departure from accepted approaches is done here to introduce the 
concept as was worked on by the research subjects. The representation of the 
Viable System Model is therefore an interpretation of the model, by Espejo and 
Gill 13 , which is considered thereby to be a more commercial version of the actual 
model. In the learning cycle that occurred I would be inclined to consider this 
version of the model to be one that has been updated in terms of terminology to 
become, if it may, a more understood model considering the current terminology 
and explanation used as well as the one which was most applicable for the 
audience. 
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Figure 3.3 Viable System Model 
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4. MODELS OF PERFORMANCE MANAGEMENT 

Chapter 4 describes the Parent Discipline of the area of the problem as has been 
described in Chapter 1. It considers the area of Performance Management from a few 
perspectives and also critically evaluates the models as they are presented. It covers 
the area of focus from a Human Resources perspective and considers established 
formal models that have been developed. The models that are considered have been 
presented from an implementation perspective as well as a retrospective model of how 
successful companies have performed. In chapter 2 we saw how the research was 
going to be conducted and in chapter 3 we explored the support structure of how we 
were going to create understanding of the situation we found ourselves in. This 
chapter now considers the final aspect that needs to be considered prior to us 
discussing the research project, which is the ability to manage performance. 

Figure 4.1 Research Project Progression in Chapter 4 

Once more the model of explaining the research project is presented in Figure 4.1 to 
demonstrate the area of concentration for the following chapter as to be able to put 
into perspective the role of the chapter in the research project. 

4.1. HUMAN RESOURCES MODEL 

Management of people has always been a very hotly debated environment. It is far 
from a perfect science and what has become even more important is the ability of 
a manager to be able to justify any decisions and actions taken in respect to 
employees. This is from a point of view of knowing what has consciously been 
attempted and learning from events that transpire and the other major feature is 
that it has certain legal requirements. 

4.1.1. The Philosophy of a Human Resources Policy 

A policy is defmed as a statement of objectives and a plan for their achievement. 
A policy is a set or system of principles by which we can consider the question 
as to what should be done in a certain set of circumstances. It reflects a system 
of principles which guides managerial interaction with employees and which 
communicates the organisation's values about its employees and behavioural 
standards expected from employees.5 
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communication and development behaviours that have been accepted and 
many other behaviours. 

V 
A 
L 
U 
E 
S 

ALL ALIGNED 
.... 

HOW DO WE DO PERFORMANCE 

VISION 

MISSION 

STRATEGY 

OUTPUTS 

TEAM / INDIVIDUAL 

ROUTINE / CHANGE 

u 
TEAM / INDIVIDUAL OBJECTIVES 

PERFORMANCE 

Figure 4.2: ITISA How We Do Performance Model 

4.3.3.2.0bjective Setting and Action planning 

Individuals and teams are employed to deliver performance that leads to the 
success of the company. The contribution that adds to the success is called 
outputs, which are a result of productive effort. 

Outputs: 
• focus on what your customer wants; 
• support the Vision, Mission, Strategy and Values; 
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4.4.2. The Wisdom of Great Managers 

"What is the revolutionary insight shared by all great managers?" 

Individuals are true to their unique individual nature. They recognise that each 
person is motivated differently, has their own way of thinking and each has their 
own style to relating to others. Great managers attempt to capitalize on these 
differences. I would call it the Red Hot Button of each individual. 

RED HOT BUTTON 

Figure 4.5 People Management Approach. 

"What are the four basic roles of a great manager?" 

A manager's role is to reach inside each employee and release his unique talents 
into performance. In this respect the manger's role is one of being a 'catalyst.' The 
first six questions of the 'measuring stick' provide the detail for the catalyst role. 
To obtain positive questions from these questions a manager must be able to do 
four activities extremely well. These most important activities are; select a person, 
set expectations, motivate the person, and develop the person. 

To select a person one must be able to ask the right questions to cut through and 
reveal the candidates true talents. 

It is not merely a matter of simple goal setting that is important but there must also 
be an emphasis on keeping the person focussed on performance. 

The most important thing that a manager has to invest in his employees is time. 
Thereby the ability to motivate each employee is vital for the success of an 
employee feeling recognised and whether they are cared for. 

The ability to develop a person is the last step of a manager being a catalyst. This 
is shown in figure 4.6. 

"How do great managers play these roles?" 
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5. ACTION RESEARCH LEARNINGS 

The previous three chapters presented a body of knowledge about the research that 
was to be undertaken. This chapter elaborates on the action research project actually 
undertaken and is a presentation as well as an analysis of the collected data. There 
were two major cycles during the research project each one with duration of about 3 
months. There were almost definite natural conclusions to each cycle as one 
concluded with the culmination of the implementation phase and the second cycle was 
concluded with the final termination of the company being formally announced. 

r.;, ... / WI. G 
'« ~ 

DOl> 

Figure 5.1 Research Project Progression in Chapter 5 

This chapter will outline the research conducted and the analysis of the collected 
data. Figure 5.1 illustrates the stage of the research project that has been reached. 
The data that will be analysed will be most important to the following chapter, which 
discusses the synthesis of the findings of the research and represents those findings in 
the form of a model as well as discussing the implications of the research in the 
chapter thereafter. 

Basically this research project is a report as presented by the author who was both the 
researcher as well as the initiator of the change implementation. Furthermore the area 
of concentration was in the sales environment of a pharmaceutical company. The 
significance of these two basic assumptions allows for the role of this type of research 
work to be conducted by a manager who is both actor and director of the production. 
The basic assumption that the performance management model is significant outside 
of the sales management environment though is disputable in the context of the 
research that is undertaken. 

While the two cycles make up the body of work there were numerous smaller cycles 
generally of the single loop learning variety as well as some double loop learning that 
took place. The analysis of the work is shown in an attempt to provide some of the 
higher level issues involved in the project. This is though the data that was utilised 
from the greater context and so may well not describe the smaller cycles in detail. 
These have been incorporated into the discussion and comment about the bigger 
cycles. 

The context of the research project has been discussed at length in the introductory 
chapter. The findings though of the two cycles can be considered as being truly 
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attempting disruptive techniques to the team that they are working in, and then 
[mally breaking down as a last resort. This is a major surprise and in a way a 
disappointment as what was anticipated was that the process would be able to 
really get to develop a highly efficient system that is effectively designed and 
because the users had designed it there would be full acceptance. 

The hope thereby would then be that an effective methodology that has been 
designed and well tried and tested would then be a universal approach. In this 
respect though what has transpired is that while it is an excellent approach to 
working in an environment where exact quantifiable work standards of efficiency 
are not always effective. I would still be able to hold a fairly convincing argument 
that indeed there is certainly merit in such a performance measurement approach. 
It certainly has a methodology of putting pressure on those whom are not 
performing while, concurrently, creating a space for others to develop at their own 
pace. It is unique to my experience that it also allows for any subjective attitudes 
among superiors to be nullified. 

What was also a feature of this approach was that while it was introduced 
originally as a form of company strategy implementation at lower levels, it is 
robust enough to work in a very hostile environment where indeed there is still not 
clarity on what the strategy or direction ofthe company is. 

The change in data capturing was also needed to be able to make the qualitative 
data capturing truly qualitative data that would not be panel-beated into shape by 
prevailing personal bias. This does not detract from the Model of Systemic 
Management, as its role is to clarify the process and then to also be able to further 
manage the process. Such failure to be able to justify the actions in a model of 
management would then beg the question if management had taken place and also 
whether any improvements in management had taken place. 

The next step is to filter the actions and reactions through the Model of Systemic 
Management as illustrated in figure 5.3 below. The process is then done as a 
matter of reflection before the following cycle takes place. 

ENVIRONMENT/CONTEXT: 
The whole environment has remained largely 
unaltered in respect to the uncertainty prevailing 
in the long term. The actions though that were 
taken have had a profound response. The team 
has been shortened by one member as the 
individual has gone off to face other challenges, 
the remaining team has gone through quite an 
experience of seeing how non performance 
can really threaten teamwork. So the context 
that prevails is one where there appears to be 
some sanity in a mad situation. 

Figure 5.3 Schematic Model of 
Management (Fig.3.2) 
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THE MBCHB SUBSERVIENCE PARADIGM 
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Figure 5.5 The Paradigm of the System in Focus 
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6. CREATING A MODEL OF PERFORMANCE 
MANAGEMENT 

Chapter 6 and 7 attempts to show the process whereby there is synthesis of 
understanding of the research that has been undertaken and that the research has 
contributed in some way to a body of knowledge. Chapter 6 will concentrate on 
explaining the synthesis of the understanding that has been achieved by undertaking 
this research project. Developing a model of Performance Management that has 
emerged out of the research project as well as utilising important aspects of the body 
of knowledge that was covered will reflect this synthesis. The chapter will consider 
the construction of the model and then reflect on the usefulness of such a model that is 
recommended. 

Figure 6.1 Research Project Progression in Chapter 6 

The model that has been used throughout the presentation of the thesis to show the 
aspects covered once more shows the relevance of this chapter. The unique 
perspective that is presented to the area of performance management shows the 
identification of the contribution to knowledge. 

6.1. CONSTRUCTING THE MODEL 

The objective of action Research is to create a level of understanding. This 
understanding can be usefully demonstrated by modelling the synthesis of what 
has been understood. A presented model then represents what has been understood 
as well as to add to the body of knowledge that is already well developed if 
appropriate. 

Shank et al insist that Measurement is not Management, but merely a component 
of performance-focussed management. They believe there are four critical 
elements of a performance-focussed management system. 4 

The fust element is understanding the company's performance potential. This is 
structurally supported by having an explicit framework of the numerous factors 
that influence performance. Another feature of this understanding is Systematic, 
accurately collected supporting data that then tests the explicit framework that has 
been created. Rigorous testing of the framework is then needed; with one final 
feature to begin the continuous adaptation of the framework. 
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The second critical element is to harness the model based insights and to set goals 
and commitments. The ingredients needed to obtain these are: Up and down buy­
in to make sure that expectations are from the same understanding; technical 
models converted to performance-assessment and opportunity-identification tools 
to be able to evaluate and how improve; a decision-driven planning process to use 
the performance models to focus planning on the most critical business issues; and 
lastly firm commitment from people to planned results. 

The third element is the system that needs to be put into place to achieve plan 
goals and continuous improvement. The important features of this element are; 
decision support tools to help prioritise needs; utilisation of best practises; peer 
empowerment and pressure; focussed monitoring and feedback to assist in 
continuous adaptation and improvement; and lastly rapid self-correction. 

The fourth element is rewarding performance. Here appropriate measures need to 
acknowledge where there is genuine influence. Discipline in application needs to 
show that measures are applied consistently. Tight linkage to reward and 
recognition systems, focussing on all types of recognition. Self-development 
opportunities based on the explicit performance feedback. 

COMP 

PERFORMANCE 
MANAGEMENT 

MODEL 

INDIVIDUAL 

CUSTOMER 
FOCUS 

Figure 6.2 A Model of Performance Management 

The model that has been developed through the construction of agreed outputs 
that were considered to be of importance has produced three major features. 
The most important part of the model is the individual that is expected to 
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Figure 6.3 Individual Component of a Perfonnance Management Model 

The people management branch is the recognition that the influence of the 
actions and participation on achieving strategy is most important. The 
categorisation by the human resources manager into neat little 'boxes' is to me 
where the problem can take root. People management should be integrated and 
be an essential aspect of any managers job. How the manager presses the 
individual's 'Hot Button' depends on numerous factors coming together. 

The first feature of people management is the uniqueness of each individual. 
This uniqueness is where the appropriate use of Effective Intelligence may 
well be so powerful. Once more the condition of the 'individual' may be plural 
as well as a team also derives it's own thinking style. 

The next feature of managing people is the incorporation of the 'Four Keys' of 
the Gallop model. In this concept the insight of core activities that are 
necessary which is then transferred into something tangible. 

The first of the keys is that of Talent. Talents are behaviours that you find 
yourself doing often and they are those intricate filters in each of one of us. 
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The second key is the ability to manage by remote control by making sure that 
the individual is well aware and capable of achieving the outcomes required of 
them. 

The third key is where the manager focuses on the strengths of the employee. 
The manager must manage around the weaknesses, cast the appropriate person 
in the post, and also concentrate on the best performing employees. 

The fourth key is where the manager needs to fmd the Right Fit. Providing 
respect and dignity for any person who is performing above their fellow peers 
performance levels does this. This has always been pertinent where quite often 
the best team member does not necessary make the best manager and so by 
using the upwards model of recognition is not always appropriate. 

The last major function of People Management is that of having engaged 
employees. This might sound like it is logical but this is probably where the 
impact of the model might well be most pertinent. The two aspects that make 
engaged employees are the fact that time needs to be invested in people and 
the other aspect is the 'Mountain' needs to be climbed. 

System 
In 

Focus 

SYSTEM 
DESIGN 

MSM 

Viable 
System 
Model 

Figure 6.4 System Design as a Branch of Individual Management. 

The base camp that needs to be established looks at the question of 'what do I 
get?' This gives the employee the knowledge required, what they have at their 
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disposal and what is expected of them. The Camp One that then needs to be 
established looks at 'What do I give?' The employee needs to be aware of how 
their peers view them and what they mean to their peers. The next camp that 
needs to get set up, Camp Two, looks at whether 'I belong here?' 
Camp Three, which is a sequential order of progress to get here, is all about 
now being in a position to innovate and influence the group positively. On 
reaching the summit the view is clear, and invariable the shifts that occur 
mean that a movement down to one of the lower camps is required. 

While it is often touted that people are the most useful asset they are 
nevertheless an asset, which requires an investment. The only thing that a 
manager really has to give is time. This time is also precious so it needs to be 
invested wisely. The place where it will have the most effect should be the 
where it is invested. 

The Customer focus of the Performance Management Model is designed to fit 
around the circle of the Individual so as to be like a hydraulic arm on a large 
ball . This is so that if there are major changes in the direction needed then it 
may be accomplished. The arm to the customer then has a base on which a 
concertina arm extends out to allow greater flexibility than the articulated arm 
on which it is attached to the individual ball. The last feature of the 
mechanical arm that portrays the link to the customer is a little gyrating head 
that is able to flex to meet the individual needs of a specific customer without 
having to redesign the whole customer arm. 

/ 
UNIQUENESS 

PEOPLE 
MANAGEMENT 

ENGAGED 
EMPLOYEES 

Figure 6.5 People Management Branch 
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There are three features, which should be incorporated into the design of the 
customer ann of the Performance Management Model. The fIrst nodule that is 
to be designed is that of Variation. Knowing how variation will effect the 
demands of the customers and the ability to manage expectations of the 
potential of customers is a result of the study of Variation. 

DefIning who the customer is and establishing the interactions that are to be 
expected with the customers is the next nodule. It is important to recognise 
that the customer needs not only be the often-assumed external customers but 
may also well incorporate the internal customers that are vital for the 
individual to perform. The interactions that are established are very much 
related to the role ofthe System Four, or Intelligence as described in the VSM 
Model, and is a vital strategic role for the continued survival of the company. 

The last nodule that is important in the Customer ann of the model is one 
where there is alignment between the customer and the Strategy of the 
Company. This is intended to create a bridge between creating the link 
between the customer being satisfIed within the resources available to satisfy 
these needs. 

/ 
CUSTOMER 

VARIATION 

DEFINITION 
& 

INTERACTION 

ALIGNEMENT 

Figure 6.6 Customer Nodule of the Performance Management Model 

94 



Univ
ers

ity
 of

 C
ap

e T
ow

n



Univ
ers

ity
 of

 C
ap

e T
ow

n
a 



Univ
ers

ity
 of

 C
ap

e T
ow

n

7. CONCLUSION 

Chapter 7 attempts to show that the research has contributed in some way to a body 
of knowledge. The synthesis of learning is demonstrated in the previous chapter and is 
expressed by the development of a model. The implications of the research project is 
now explored 

r.;,./ WI. • ~ DOl > '. ~ 

Figure 7.1 Research Project Progression in Chapter 7 

The chapter considers the features that cause effective action to be carried out, how 
process is relevant to generating understanding and lastly aframework of realty is 
created to conclude on the research problem. 

The research project is presented as a reflection of what was learnt. The value of this 
report was not really in the presentation of it but the actual development of it. The 
report was also a result of a process, which has taken three years to unfold and is seen 
in the context of bringing closure to a dedicated action to achieve personal growth and 
development. The research work has not been undertaken in isolation or in an 
academic environment exclusively. The reflection of the paper should be seen in this 
light considering that the environment was experiencing high turbulence and that the 
actual process of constructing the understanding was in itself a method of coping with 
the turbulence. 

7.1. WAS ACTION MANAGED? 

Here I believe their needs to be three fundamentals in place to be able to manage 
action. 
• There needs to be an appropriate research question. 
• There needs to be a model that creates the framework of how the action is 

going to be carried out. 
• Lastly, there needs to be a well-practised methodology for managing the 

action, to be able to maintain some integrity in the process as well as being 
able to critically reflect on the work while in progress as well as after the 
event. 

The appropriate question needs to be considered from a number of perspectives. 
In a Systems Thinking context the study of a question leads to the consideration of 
whether the problem is indeed complex. In other words has the problem been 

97 



Univ
ers

ity
 of

 C
ap

e T
ow

n



Univ
ers

ity
 of

 C
ap

e T
ow

n

III 

III 

III 

III 



Univ
ers

ity
 of

 C
ap

e T
ow

n

•. u'-J, .... "'unot 

1 



Univ
ers

ity
 of

 C
ap

e T
ow

n



Univ
ers

ity
 of

 C
ap

e T
ow

n

• 

• 
• 
• 



Univ
ers

ity
 of

 C
ap

e T
ow

n

to trrulst(mnatlCmal 



Univ
ers

ity
 of

 C
ap

e T
ow

n



Univ
ers

ity
 of

 C
ap

e T
ow

n



Univ
ers

ity
 of

 C
ap

e T
ow

n

sent 

rnv.'w .• <TV to Tlv,r", 'w. I 



Univ
ers

ity
 of

 C
ap

e T
ow

n

REFERENCES 

1. OMDP98 - Group 1 - Towards a Model of Systemic Management Practise, VCT, 
1998 

2. The Research Methods Knowledge Base; W. Trochim; [On Line] 
http://trochim.human.comell.edu! 

3. The Performance Management System; Interdependence & Transformation in 
S.A. (lTISA); 1994 

4. The Performance Management System: Turning Strategies into Results; J. Shank 
et al; [On Line] www.strategy-business.com; Fourth Quarter 1995. 

5. The 'Policies and Procedures' Manual; A. Blumenthal, APSO, 1999 

6. Dick, Bob (2000) Grounded Theory: A Thumbnail Sketch. [On Line] at 
http://www.scu.edu.aulschools/gcmlar/arp/grounded.html. 

7. The Essentials of Action Research; R. Bennet and J. Oliver; 1994 [On line] 
http://imc.org.uk/imc/coursewa/mphi IImphil-3 .htm 

8. Understanding Action Research; A. Day; 1994 [On line] 
http://imc.org.uk/imc/coursewa/mphil/mphil-3 .htm 

9. Dick, Bob (1997) The Snyder evaluation Process. [On Line] at 
http://www.scu.edu.aulschools/gcmlar/arp/snyder.html 

10. Dick, Bob (1998) Questions for Critical Reflection. [On Line] at 
http://www.scu.edu.aulschools/gcmlar/arp/reflques.html 

11. Dick, Bob (2000) Action Research: Understanding it's Philosophy can improve 
your practice. [On Line] at http://www.scu.edu.aulschools/gcmlar/arp/philos.html 

12. Dick, Bob (2000) The NaiVe Philosophy of a NaIve Philosopher. [On Line] at 
http://www.scu.edu.aulschools/gcmlar/arp/naive.html 

13. The Viable System Model, A Framework for Understanding Organisations; R. 
Espejo and A. Gill; Phrontis Ltd; 1997 [On Line] at 
http://www.phrontis.comlvsm.htm 

14. First, Break All The Rules, What the World's Greatest Managers do Differently; 
M. Buckingham and C. Coffman; Simon & Schuster UK Ltd; 1999 

15. The Fifth Discipline Fieldbook, Strategies and Tools for Building a Learning 
Organisation; Senge et al; Nicolas Brearley Publishing Ltd, 1994 

16. A Guide to Philosophy; J. Weate, Dorling Kindersley Ltd; 1998 

17. The Fast Forward MBA in Business; V. O'Brien; John Wiley and Sons, Inc; 1996 

107 



Univ
ers

ity
 of

 C
ap

e T
ow

n

18. Dick, B. (1997) Stakeholder analysis [On line]. Available at 
http://www.scu.edu.aulschools/ gcm! ar/ arp/ stake.html 

19. Dick, B. (1999) Qualitative action research: improving the rigour and economy 
[On line]. Available at http://www.scu.edu.aulschools/gcm!ar/arp/rigour2.html 

20. Dick, B. (1998) Questions for critical reflection [On line] . Available at 
http://www.scu.edu.aulschools/ gcm! ar/ arp/reflgues.html 

21. Dick, B. (2000) A beginner's guide to action research [On line]. Available at 
http://www.scu.edu.aulschoo lsi gcm! ar/ arp/ guide.html 

22. Goldspink, Chris; Balanced scorecard: Robert Kaplan and David Norton's 
approach to strategic evaluation [On Line] 
http://www.ozemail.com.aul~cgold/balance.htm 

23. Vanguard Consulting Services: Measurement & Management. [On Line] 
www.vanguardpub.measurement.htm 1998 

24. Vanguard Consulting Services: People Management. [On Line] 
www.vanguardpub.people.htm 1999 

25. Vanguard: Systems Thinking and Management. [On Line] 
www.vanguardpub.thinking.htm 1997 

26. Vanguard Consulting Services: Systems Thinking - Management by Doing the 
Right Things. www.vanguardpub.systems.htm 1997 

27. Managing with Systems Thinking; M. Balle; McGraw-Hill Book Company, 1994 

28. Kaplan, Robert S. & Norton, David P. 'The Balanced Scorecard - Measures That 
Drive Performance' Harvard Business Review v70 n1 p71 Jan/Feb 1992 

29. Kaplan, Robert S. & Norton, David P. 'Using the balanced scorecard as a strategic 
management system' Harvard Business Review v74 n1 p75 Jan/Feb 1996 

30. Performance Management in the 90's: A New Era; P. McLagan, McLagan 
International, Inc, 1995 

31. Performance Management: Can It Work?; P. McLagan, McLagan International, 
Inc, 1993 

32. The Trouble with Goals; P. McLagan, McLagan International, Inc, 1995 

33. The Colours of your Mind; J Rhodes and S. Thame; Collins; 1989 

34. Research Design: Qualitative and Quantitative Approaches; J.W. Creswell, Sage 
Publications, 1994 

108 



Univ
ers

ity
 of

 C
ap

e T
ow

n

35. Perry, C (1998) A structured Approach to presenting theses. Available on line at 
www.scu.edu.au/schools/gcm/ar/art/cperry.html 

36. Performance Management: Overall Goal and Basic Steps; C. Mc Namara, 
Management Assistance Programme for N onprofits, Minnesota, 1999. 

37. Performance Management: What do we mean by "Performance"?; C. Mc Namara, 
Management Assistance Programme for Nonprofits, Minnesota, 1999. 

38. Performance Management: Basic Concepts; C. Mc Namara, Management 
Assistance Programme for Nonprofits, Minnesota, 1999. 

39. Fermat's Last Theorem; S. Singh, Fourth Estate, London, 1997 

40. Case Study Methods; J. Hamel et aI., Sage Publications, California, 1993. 

41. The Democratic Corporation; R.L. Ackoff, Oxford University Press, Oxford, 1994 

42. Gods of Management, The Changing Work of Organisations; C. Handy, Arrow 
Books, London 1991 

43. Relationship between Sales Management Control, Territory Design, Salesforce 
Performance and Sales Organisation Effectiveness; N.F. Piercy, D.W. Cravens, 
N.A. Morgan; British Journal of Management; Vol. 10, pg 95 - 111, 1999 

44. Careering Downwards? Middle Managers Experiences in the Downsized 
Organisation; R. Thomas & D. Dunkley; British Journal of Management; Vol. 10; 
pg 157 -189; 1999 

45. The Influence of Middle Managers in the Business Planning Process: A Case 
Study in the UK NHS; G. Carrie; British Journal of Management; Vol. 10; pg 141 
- 155; 1999 

46. Management Redeemed: The Case Against Fads that Harm Management; L. 
Donaldson & F.G. Hilmer; Organisational Dynamics; Spring Edition; pg. 7 - 19; 
1998. 

47. Transformational Leadership Behaviours, Upward Trust, and Satisfaction in Self­
Managed Work Teams; J.K. Butler & R.S. Cantrell & R.J. Flick; Organisational 
Development Journal; Vol. 17No. 1; Spring 1999 

48. Shifting Paradigms: From Newton to Chaos; T.J. Tetenbaum; Organisational 
Dynamics; pg. 21 - 32; Spring; 1998 

49. The Age of Paradox; C. Handy; Harvard Business School Press; Cambridge; 1994 

50. Cybernetics: A New Management Tool; B. Clemson; Abacus Press; Kent; 1984 

51. The Myth of the Top Management Team; J.R. Katzenbach; Harvard Business 
Review; Nov.- Dec.; pg. 83 - 91; 1997 

109 



Univ
ers

ity
 of

 C
ap

e T
ow

n

52. Systems Thinking Basics; V. Anderson & 1. Johnson' Pegasus Communications, 
Inc.; 1997 

53. Modem Management Philosophy; Dr. J.R. Goolsby; 
www.bluecrab.orglmembers/jkalisterlknow.htm 

54. Variation: Management & W. E. Deming; B.1. Joiner & M.A. Goudard; Quality 
Progress; December Edition; pg. 29 - 37; 1990 

55. Market Growth as Influenced by Capital Investment; J.W. Forrester; Industrial 
Management Review; Vol. 9 No.2; pg. 83 - 105; 1968 

56. Transforming Leadership: From Vision to Results; J.D. Adams; Miles River Press 

57. Learning to Study through Critical Thinking; J.A. Beatrice; Irwin; Chicago 

58. Diffusion of Technological Innovations; E.M. Rodgers; University of New 
Mexico; 1997 

59. "Whole-ing" the Parts and Righting the Wrongs; R.1. Ackoff; Systems Research; 
Vol. 12 No.1; pg. 43 - 46; 1995 

60. From Mechanisation to Social Systems Thinking; 1. Johnson; Pegasus 
Communications; Cambridge 

61. Multiple Perspectives: Concept, Applications, and User Guidelines; H.A. 
Linstone; Systems Practice; Vol. 2 No.3; pg. 307 - 331; 1989 

62. Rounding Out the Manager's Job; H. Mintzberg; Sloan Management Review; 
Fall; pg. 11 -26; 1994 

63. Fostering Critical Reflection in Adulthood; J. Mezirow & Associates; Josey-Bass 
Publishers; 1990 

64. Creative Problem Solving: Total Systems Intervention; R.1. Flood & M.C. 
Jackson; John Wiley & Sons, Ltd; London; 1989 

65. The Pyramid Principle: Logic in Writing and Thinking; B. Minto; Minto 
International, Inc; London; 1982 

66. National Government: Disseminated Regulation in Real Time; S. Beer; John 
Wiley & Sons; London; 1989 

67. A Cybernetic Method to Study Organisations; R. Espejo; John Wiley & Sons, Ltd; 
London; 1989 

68. Organisational Fitness; R. Espejo & M. Schwaninger; New York, 1989 

110 



Univ
ers

ity
 of

 C
ap

e T
ow

n

69. Developing Organisational Competence in Business; B.A. Holmberg; John Wiley 
& Sons, Ltd; London; 1989 

70. World-Class Organisational Practices: Working Together to Control our Destiny; 
ITISA (Pty) Ltd; Johannesburg; 1995 

71. Learn to Ask the Right Question; J. Peters & P. Smith; Journal of Workplace 
Leaming; Vol. 10 No.3; pg. 169 - 172; 1998 

72. What Makes a Leader?; D. Goleman; Harvard Business Review; Nov - Dec; pg. 
93 - 102; 1998 

73. The Viable System Model: Interpretation and Application of Stafford Beer's 
VSM; R. Espejo & R. Harnden; John Wiley & Sons, Ltd; London; 1989 

74. The Evolution of a Management Cybernetic Process; S. Beer; John Wiley & 
Sons, Ltd; 1989 

75. Action Learning; www.imc.org.uk/mc/coursewaimphiVmphiI4.htm 

76. Smart Thinking in Crazy Times; 1.1. Mitroff; Berret-Koehler Publishers; 
California; 1997 

111 



Univ
ers

ity
 of

 C
ap

e T
ow

n



Univ
ers

ity
 of

 C
ap

e T
ow

n

1 



Univ
ers

ity
 of

 C
ap

e T
ow

n

/ 



Univ
ers

ity
 of

 C
ap

e T
ow

n



Univ
ers

ity
 of

 C
ap

e T
ow

n

it 

hv~lluate I 

out P1al:nmlg is trelrnel1(1oIUS.' 



Univ
ers

ity
 of

 C
ap

e T
ow

n

• 1 



Univ
ers

ity
 of

 C
ap

e T
ow

n



Univ
ers

ity
 of

 C
ap

e T
ow

n



Univ
ers

ity
 of

 C
ap

e T
ow

n

• 
• 

me 

.....,"'''''T'"'' n~[)st>ltal to use us. 



Univ
ers

ity
 of

 C
ap

e T
ow

n

morel oec:au~;e I am not anuadlenc~ 

a 



Univ
ers

ity
 of

 C
ap

e T
ow

n

• 



Univ
ers

ity
 of

 C
ap

e T
ow

n

as an{)tnc~r 



Univ
ers

ity
 of

 C
ap

e T
ow

n

«1-'1-"-'«1. ne~lI1I1tg I to 

os 



Univ
ers

ity
 of

 C
ap

e T
ow

n

custolIlers is 

on. 

a 



Univ
ers

ity
 of

 C
ap

e T
ow

n



Univ
ers

ity
 of

 C
ap

e T
ow

n

• 1 
L:U:S101melfS are not gelttm:g 

IS so it is 



Univ
ers

ity
 of

 C
ap

e T
ow

n

a more 

concern to me is it 
IS 

ltn1P011:aJlce to 1E"',"1:'\1n", 

• 
to at 



Univ
ers

ity
 of

 C
ap

e T
ow

n



Univ
ers

ity
 of

 C
ap

e T
ow

n

" 
" 

• 

• 
• once more 
were not 

to 

to 



Univ
ers

ity
 of

 C
ap

e T
ow

n



Univ
ers

ity
 of

 C
ap

e T
ow

n



Univ
ers

ity
 of

 C
ap

e T
ow

n

o 



Univ
ers

ity
 of

 C
ap

e T
ow

n



Univ
ers

ity
 of

 C
ap

e T
ow

n

was a 

to 

IS 



Univ
ers

ity
 of

 C
ap

e T
ow

n

a more 

• 

it 

• 



Univ
ers

ity
 of

 C
ap

e T
ow

n

um)Or1tan(:e to lCee:pmll}; 

• 
to 

same. 

can at 

• 



Univ
ers

ity
 of

 C
ap

e T
ow

n

on. 

on . 

• 



Univ
ers

ity
 of

 C
ap

e T
ow

n

to on a strange 

• 



Univ
ers

ity
 of

 C
ap

e T
ow

n

next 

.. 

It is to col1mec:ted to 

II 



Univ
ers

ity
 of

 C
ap

e T
ow

n

was 
oec:onle more """"PT'Tnr .. 



Univ
ers

ity
 of

 C
ap

e T
ow

n

overcome. 



Univ
ers

ity
 of

 C
ap

e T
ow

n
maml~ment tosee 

now on 

cha1ttedto was haJ>penmg 



Univ
ers

ity
 of

 C
ap

e T
ow

n

success 

are: 



Univ
ers

ity
 of

 C
ap

e T
ow

n

INT8AMED • WESTER CAPE 

PERFORMANCE REVIEW 

NAME DATE 

OUTPUTS ~UIREMENTS 
MET ALL I 

COMMENTS 

1"''''''''''''''''1 
IProdudKn~edge 
~ -~ Awareness 

Skills 
Key Produd Focus 

COMPANY 
r.~",,, .. !l;'111 Back-up I J 

IProdud I I I 

CUSTOMER 
Planning Bi Monthly i I 

Customer I 
Forecast Customer I 
l~ Methods TeaRooms 

Detailing 
Access 

AWtude Openess 
Reliability 
Positive 

OVERALL RATING I 1 

SPECIFIC ACTIONS TO IMPROVE RATINGS I SUPPORT STRATEGY 

OUTPUT ACTION STEPS ACOUNTABILITY ~LJE. 

I 



University of Cape Town

NAME: 

DATE: 
PRIVATE MARKET 

CUSTOMER: 

Product I Planned I Actual I % 

Forecast 
IActual 

100% 100% 100% % Attain 

TOTAL 

TENDER MARKET PRODUCT CLASSES 

COMMENTS & ACTlONS 



Univ
ers

ity
 of

 C
ap

e T
ow

n

INTRAMED 
BI-MQNTHLY PLANNER 

AREA CUSTOMER 

___ Country Trip 

Dept: Frequency Day Date Month Date Month 
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BI-MONTHl Y PLANNER 

AREA CUSTOMER Dept: Frequency Day Date Month Date Month 

SVP's Anlibiotics 

Autonomous 

Anaesthetics 

Analgesics 

l VP's Resuscitation 

Maintenance 

Medicinal 

outputs Must Cover F: A B: 

Next Roster 26 October 

___ Country Trip 

Knowledge Calender 
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