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ABSTRACT

Thedegreeon which an organizations' performance is increased, is seen to be based on a
numberof performance management systems and styles adopted by the organization. One
of such systems currently being adopted by many organizations in Kenya is the use of
coaching. Previous studies on this area have concentrated on the I contributions of
feedbackassessments from only closely related individuals at the workplace, on future
employeeneeds and on training provided to only proactive employees. They have left out
contributions of feedback assessments from non related individuals at the workplace,
present employee needs and contributions of training provided to non productive
employees. Therefore information in these is lacking. The objective of this study
thereforewas to determine the effect of coaching strategies on the performance of state
corporationsin Kisumu County in Kenya, a case of Lake Victoria South Water Services
Board. The specific objectives included; to establish effect of employee development on
organizationperformance at Lake Victoria South Water Services Board, examine effect of
employeegoals on organization performance at Lake Victoria South Water Services Board
and establish effect of feedback and evaluation on organization performance at Lake
Victoria South Water Services Board. The study adapted a conceptual framework on the
relationship between coaching strategies and organizational performance of state
corporations in Kenya, with coaching strategies as the independent variable while
organizational performance as the dependent variable. A correlational case study design
was used. The target population was 92 employees of Lake Victoria South Water Services
Board. A group of 6 individuals were selected for a reliability test which was analysed
using Cronbach's Alpha Coefficient and the observed alpha coefficient of the study was
0.967.A total of 86 employees were obtained from the population using census sampling.
Primarydata was then collected using questionnaires while secondary data obtained from
records in relevant offices. Data collected was analysed using frequencies and
percentages as well as correlation and regression analysis. The study fmdings revealed
that the use of coaching strategies in Lake Victoria South Water Services Board resulted
in 83.5% of the variance in organizational performance with R2 of 0.835 while other
factors contributed to 16.5% of the variance. The effect of employee development on
performance was found to be insignificant and negative (~l= -0.078, P=0.334). This
meant that 7.8% of the fall in performance can be explained by employee development.
The effect of employee goals on performance was found to be significant and positive
(fu=O.280,P=O.014).This meant that 28% of the rise in performance can be explained by
employee goals. The effect of feedback and evaluation on performance was found to be
significant and negative (~3= -0.725, P=O.OO).This meant that 72.5% of the fall in
performance can be explained by feedback and evaluation. The use of coaching strategies
was observed to have decreased the performance of the organization and therefore
reduced the service rendering capacity of the institution. The study found that the findings
of this research would provide reference material useful in policy formulation on issues
related to performance management in state organizations. The study recommends that
the organization withdraw the existing employee development practises the in the
corporations. The study also recommends that the organization increase the use of setting
goals for employees in state corporations and finally, the study recommends that the
organization withdraw the practise of feedback and evaluation in state corporations. The
research will help other state corporations to consider investing in the development and
deploying of a suitable coaching strategies basing on the advantage gain when it becomes
implemented. Further it adds up knowledge to the already existing body of knowledge
based on coaching.
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persists for decades or longer, arising from either natural causes or human

activity.

Accordingto IPCC WG II(2007), the agriculture sector, which includes food

cropsandlivestock, are most affected by climate variability.Ramsey and Tarleton

(2008) summarised two studies in Canada and predicted a doubling of
atmosphericcarbon dioxide by the middle of the 21stCentury and above-normal

springtemperature increases, most significantly affecting the Canadian North and

the Prairies. Similarly, summer temperatures are expected to increase by 3 to 4

°C, with winter temperatures predicted to increase between 5 and 8°C. In one

Canadianregion (Manitoba), precipitation is expected to increase in the spring

anddecrease 10% to 20% in the summer. These studies predicted the effects of
climate change to include more frost-free days, more I spring flooding and an

increaseinsummer droughts (ibid). The foregoing information need to be availed

to localfarmers to enable them adopt relevant mitigation strategies.

Similarlyin the U.S.A., Jackson, et al. (2011) state that mean annual temperature

will rise by 1°C to 3°C (l.8°F to 5.4°F) by 2050, and heat wave days (i.e.,

thresholds that exceed the approximate mean maximum summer temperature)

will increase two- to three-fold by 2050; precipitation is likely to decrease toward

the end of the century. To this end, Jackson, et al. (2011) affirms that warmer

winters will decrease wheat acreage and increase tomato acreage, with slight

effects on tr~ and vine crops in U.S.A. According to Singapore's National

Climate Change Strategy (2008), Singapore will be very much affected by

climate change impacts by 2030. For example, due to rising sea levels and more

frequent heavy rainfatJ events, Singapore may face increased flooding and coastal

land loss, and supporting international actions to mitigate climate change and

undertaking adaptation efforts will help address projected climate change effects

and impacts. Further, Khan, et al. (2009) reported that the mean temperature in

India was projected to have increase by O.l-O.3oC in summer and 0.3-O.7oC

during winter by 2010 and by 0.4-2.0oC during summer and to 1.1-4.SoC

inwinter by 2070. Further, mean rainfall was projected not to change by 2010, but

toincrease by up to 10% during summer and winter by 2070. At the same time.

there was anincreased possibility of climate extremes, such as the timing of onset
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failed to meet demand and were lagging behind in technology areas like

telecommunications (Shirley, 2000). In line with government mandated performance

reforms, the LVSWSB identified the main challenges that persistently faced its

performancewere that municipal level service providers had been notoriously inefficient,
,

at times wasting half of the water they produce, for technical reasons and through

pilferageand poor account collections. These weak, unresponsive institutions that lack

autonomyand accountability have been subject to pervasive political interference and had

not had the incentives or the means to provide adequate services to their existing

customerbases, let alone expand and improve services are some of the main problems

that have made SCs such as LVSWSB to fail to achieve their objectives (Kamunga,

2004). In light of these adverse developments, the government adopted traditional

performance management strategies and institutional reforms such as restructuring and

privatization to address this continued decline in performance. However, performance in

SCsis still declining though at a slower pace than before and further steps will need to be

takento reverse this trend and accelerate the progress in this area.

Studiesby Marc and Miriam (2010) have shown that many organizations (96%) employ

traditional performance management practices such as; planning, monitoring, developing

capacity among others to coordinate and improve the performance of their organizations.

However, despite the robust application of these practices, studies such as those by the

WorldatWork Foundation (2012) show that the majority (68%) of global organizations

have poor organizational performance levels. Rose (2012) attributes this short coming in.
organization performance despite the application of the various performance management

practices to little or no expectations for the impact of such practices by the organizations

on their employees performance with little emphasis on how well employees own up to
such policies when applied to them. As a possible solution to this trend, the government is

now increasingly embracing the concept of performance coaching for SCs like the

LVSWSB employees for sustainable organization performance growth and thus coaching

in Kenya is now gaining some level of recognition with very little work in the area even

in the well-regulated institutions and sectors (Wamalwa, 2003).

However, academic studies of .the contributions of coaching in organizations have been

highlighted as limiting their studies to individual elements in the workplace and omitting

others. Research studies such as those by .Iudge and Cowells (1997) were identified
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laving models limited to assessing only feedback from closely related 'individuals at the

1VOlkpiacewhile excluding the feedback contributions of the non related employees at the

rkplace. Similarly, studies such as those by Kubicek (2004) on the UK rail Industry

usedcoaching models that focused exclusively on coaching goals which were narrowed

to specific future employee needs to improve organization performance, while ignoring

the present employee performance needs. Other studies by Altman and Iles (1998)

focused on the specialised training provided by the organization to only proactive

employeesthat resulted in a positive effect on the product line performance. The study

however omitted the contribution of the coaching process on the non-proactive

employees.

Coachingpresents a relatively new field of organizational performance management and

while there exist abundant amounts of information about the traditional performance

management strategies used in Kenya, there exists a lack of documented information on

coachingstrategies employed in Kenya. This presents a challenge in assessing the use of

coaching in improving organization performance separately from its effect on employee

performance and as such this study shall seek to provide information on the contribution

of coaching to organizational performance,

1.2Statement of the problem

.Research studies worldwide have established that many organizations (96%) employ

traditional performance management practices to achieve desired organizational

performance lev~ls and competitive advantage in the market. However, similar studies

have also shown that a majority (68%) of these organizations have their performance

management systems performing poorly. At the LVSWSB this poor performance led to

municipal level service providers wasting half of the water they produced and poor

account collections and resulted in a weak, institution that lacked autonomy and

accountability and had been subject to pervasive political interference. This led to a lack

of incentives or the means to provide adequate services to its existing customer bases, let

alone expand and improve services. Practitioners have attributed this poor performance to

little expectation for the impact of such performance policies on the employees and have

advocated that coaching strategies be included in the organizations performance policies

to assist organizations achieve desired performance. However various studies of the

contributions of coaching in organizations have been limited to contributions of coaching
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on organization performance through assessment provision of training to proactive

employeesonly, feedback assessments from closely related individuals at the workplace

onlyand focus on specific future employee needs. In addition, while there exists adequate

informationabout traditional performance management practises in Kenya, there exists a

lackof documented information about the coaching strategies in use' in Kenya and more

soof their contribution to organizational performance.

IJ Objective of the study

The main study objective was to investigate the effect of coaching strategies on

organizational performance of Lake Victoria South Water Services Board in Kisumu

County.
MASENO UNIVERSITY\

S.G. S. LIBRARY .-1.3.1Specific objectives
Specifically, the study aimed to:

(i) Examine effect of employee development on performance of LVSWSB in Kisumu

County;

(ii) Examine effect of employee goals on performance ofLVSWSB in Kisumu County;

and

(Hi) Examine effect of feedback and evaluation on performance of LVSWSB in Kisumu

County.

1.4Research questions

Towards attainment of the study's underlying objectives, the following research questions

guided the solution framework:

(i) What is the effect of employee development on organizational performance at the

LVSWSB?

(ii) What is the effect of setting employee goals on organizational performance at the

LVSWSB?

(ill) What is the effect of feedback and evaluation on organizational performance at the

LVSWSB?

1.5 Scope of the study

The study focused on the Lake Victoria South Water Services Board since it was a state

corporation whose main offices were located in Kisumu County and were at the time

u~:",g~:,~d'i!lgstrategies to improve its performance. In addition the firm's jurisdiction
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covereda wide geographical area consisting of the whole of Lake Victoria south
catchmentregion which allowed for a generalization of fmdings to similar firms within

thatarea.The radical size of the institutions jurisdiction, posed an advantageous area for

datacollectionof the institution both in managerial and departmental base. The study was

conductedfor a period of one month and focused on the organization's coaching

strategiesand their effects on the organization's performance.

1.6Justification for the study

The study would be indispensable to a number of beneficiaries who included the

LVSWSB, WSPs, Project implementers and water service consumers in the region. The
findingsof the study would also be documented for future reference by academicians and

practitionersin academics. Researchers would be able to make references to the findings
especiallyin the area of coaching and performance. Since the study sought to analyse the

effectof coaching strategies on employee performance, it would be of great value to
practitionerswho would wish to use the findings to better their employees and improve

theirperformance,

1.7Conceptual framework

Thestudywas conceptualized on the underlying theory resource based view. The notion

of resource based view called for client transformation to be achieved through self-

awarenessand integration to improve organization performance. Rose (2012), said that a

coachingstrategy is critical to addressing the issues created by practical and skills-based

approach to performance improvement as well as providing a means of influencing

behaviour by helping create a work experience that meets the work specific needs of
employees.Heslin et al. (2006), connoted that creating an individualized processes which

facilitates goal clarification and achievement and consists of regular interactions that

helpedemployees adopt effective work skills and behaviors is likely to be a more certain

way to enhance .organization performance. The study focused on three key areas of

coaching for purposes of enhancing organization performance which included employee

goals, employee development and feedback and evaluation. They formed dimensions of
the independent variable which was coaching strategies. The dependent variable was

organizational performance which was studied through elements of technical work skills,

timely delivery of services, customer satisfaction, skills and knowledge and level of
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supervision. The intervenirig variable in the study was employee motivation. These

variablesformed the basis for the study as shown in Fig. 1.1.

Independentvariable Intervening variable
,

Dependent variable

Employee
motivation

Organizational performance
.:. Increased technical work

CoachingStrategies skill
.:. Employee development .:. Customer complaints.:. Employeegoals
•:. Feedback and Evaluation .:. Timely delivery of services

.:. Increased Skills and

knowledge

.:. Level of supervision

Figure 1.1: Relationship between coaching strategies and organizational performance

Source: Adapted from David A Nadler (1989) with performance modifications
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CHAPTER TWO

LITERATURE REVIEW

2.1 Theoretical review
,

This section reviewed literature relevant to coaching strategies under the themes of

resourcebased view, strategic human resource management, fit as gestalt approach,

coaching,coaching dimensions, employee development, employee goals, feedback and

evaluation,employee motivation, organization performance, review of empirical studies

andchaptersummary.

2.1.1Resource based view

Theresource-basedtheory stems from the principle that the source of firms competitive

advantage lies in their internal resources, as opposed to their positioning in the

environment.That is rather than simply evaluating environmental opportunities and

threats in conducting business, competitive advantage depends on the unique resources

andcapabilities that a firm possesses .The resource-based view of the firm predicts -that

certaintypes of resources owned and controlled by firms have the potential and promise

to generate competitive advantage and eventually superior firm performance (Barney,

1996).

TheRBV suggests that the resources possessed by a firm are the primary determinants of

its performance, and these may contribute to a sustainable competitive advantage of the

firm(Wenerfelt, 1984). According to Barney (1991), the concept of resources includes all

assets, capabilities, organizational processes, firm attributes, information, knowledge, etc.
controlled by a firm that enable the firm to conceive of and implement strategies that

improveits efficiency and effectiveness (Barney, 1991).

In the same manner, Amit & Schoemaker (1993) defme resources as stocks of available
; ,

factorsthat are owned or controlled by the firm, which are converted into final products

or services. Capabilities, in contrast, refer to a firm's capacity to deploy resources, usually

in combination, using organizational processes. to produce a desired effect. Hence. the

presence of capability enables resources to begin to be utilized, and the potential for the

creation of output arises. While resources are the source of a firm's capabilities,

capabilities are the main source of its competitive advantage.



The importantpoint of this approach compared to the early stage of RBV is that. for the
sake of gaining a sustainable competitive advantage, capability is regarded as more

importantthan resources, and this implies that the firm-specific ways of cooperation and

coordinationof resources causes the heterogeneity among firms in an industry. This

thoughtcan be theoretically traced back to Penrose's (1959) work" According to her

work,firm development is an evolutionary and cumulative process of resource learning,

inwhich increased knowledge of the firm resources both helps create options for further

expansionand increase absorptive capacity. Therefore, a major focus of her work lay in

the application of resources and she regarded a firm as a collection of productive

resourceswhich include both physical and human resources.

According to Penrose (1959), it is never resources per se that are the inputs in the

productionprocess, but only the services that the resource can render. The result of this is

that the concept of capability is the capacity of a firm to convert resources they possess

intoa service. She proposed that the availability of unused productive services within it

createthe productive opportunity of a given firm. Unused productive services are, for the
enterprisingfirm, at the same time a challenge to innovate, an incentive to expand, and a

sourceof competitive advantage.

In its original conception, the RBV held that a firm's resource base contains not only

adaptive potential, but also creative potential both of which are captured in the more

recent idea of competitive potential. The unused productive services, which in SHRM

terms means the knowledge, skills, and behavioral dynamics of individuals and groups,

are forces for creativity, innovation, growth, and relative industry advantage. To be of
strategic value, Human Resource Management practices should be focused on building

and leveraging both creative and adaptive sources of competitive advantage: the latent

creative potential in the organization's human resource pool, and the idiosyncratic

capabilities which serve to realize that potential, and help the organization adapt to

changingperformance pressures and thrive within its operating environment

2.1.2 Coaching
For the purpose of this study, coaching is defined as a process through which supervisors

may communicate clear expectations to employees, provide feedback and suggestions for
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improving performance, and' facilitate employees' efforts to solve problems or take on

newchallenges. (Heslin et al., 2006).

Heslin et al. (2006), discusses coaching as a designed alliance between a coach and

student for the purpose of fostering success skills in an educational, .environment. It is

individualized processes that facilitates goal clarification and achievement and consists of

regular interactions that help employees adopt effective work skills and behaviors. The

literature has differentiated coaching from other types of informal training, such as

mentoring and tutoring.

It may affect individual performance through three mechanisms: the acquisition of job

related knowledge and skills, the enhancement of motivation and effort, and process of

social learning. Coaching is an effective source of skill acquisition because supervisors

can observe specific employee behaviours and performance and provide constructive

feedback and guidelines for improvement (Heslin et al., 2006). This type of timely and

individuaiized Instruction contributes to the construction and recall of an indlvlduai; s

declarative and procedural knowledge.

Coaching consists of a sequence of ongoing conversations and actions that promote

continuous exchange of experience, feedback, and encouragement (Heslin et aI., 2006).

Thus, it may serve as an important vehicle through which situation specific knowledge

and organizational noons are formed, articulated, and dispersed among supervisors and

subordinates. Studies have shown that a dialogue-based coaching intervention leads to.
successful perfonnance (efficiency, productivity, and customer satisfaction) by enhancing

peer relations and enabling organizations to develop and use collective knowledge.

Some studies have suggested a positive relationship between coaching and job

performance (Ellinger et al.; 2003); but empirical evidence remains weak because these
I

studies only used perceptual measures and estimated performance differences between

individuals as a result of differential treatments of coaching. Yet the literatures prediction,

that coaching leads to better performance, pertains to within-individual differences as

well. That is, coaching stimulates a positive, development-oriented process that should

result in an individual's performance improvement over time.

MASENO UNtVERSITV
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Rose (2012), recommends that coaching strategies be made an integral component of the
organizationsperformance management policies to enable the organizations cultivate the

generalorganizationobjectives in employees by assisting them realize their own personal

goalsandsubsequently harmonizing those goals with those of the or~anization to achieve

optimalorganization performance. Results of the International Coach Federations (ICF)

2009 ICF Global Coaching Client Study, conducted by PricewaterhouseCoopers and

AssociationResource Centre, show that coaching within state companies is proven to

havea solid, measurable impact on business solutions and success. Globally, 996/0 of

coachingclients surveyed were very or somewhat satisfied with their performance

experience,and 96 percent of coaching clients indicated that they would repeat the

coachingprocess. The vast majority (86 percent) of those able to provide figures to
calculatecompany return on investment (ROI), indicated that their companies had at least

madetheir Investment back.

2.1.3 Coaching dimensions

Indefiningthe distinctive coaching dimensions, the research ofZielstra et al. (2001) was

used.Within their research, four roles of change managers are mentioned. Although the

researchof Zielstra and his colleagues was focused on change managers, the roles these

changemanagers adapt can also be used as coaching styles. The reason for this was that a

coachcan be seen as a change manager; guiding a change process of the motivation or the

abilityof an employee. Coaching is a commonly used intervention to assist change. The
four change roles that Zielstra et al. (2001) distinguish (friend, prophet, expert, and

officer)are based on a combination of two dimensions: respect-dominate dimension and
involve-control dimension. In this way, the change IDanag" can cboose W pl~y ~ wQiUn8

game, to be respectful, and thus adapt a more passive position, or he can act more action
orientedand more dominant and steering. The other dimension shows the contrast that the

change manager can either choose to focus on an emotional involvement with the

employees,or to be more rationally in control.

In the respect-dominate dimension the style used is that of a friend who tries to respect

and involve the employee. In relation to the employee, the coach tries to listen to the

other, encouraging him or her to give their own opinion, and involving them in the

process. In this way, the coach empowers the coachee, focusing on soft performance and

commitment, The Prophet style directs that the coach has the characteristics of being
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involvedand dominant. This coach tries to persuade the coachee to see his or her own

visionand ideals, and by doing so expanding and developing the coachee' s vision.

(Zielstraet al., 2001)

Inthe involve-control dimension the expert style and officer styles are-used. In the expert
\

style,the characteristics of the coach that acts as an expert can be described as respect and

control.In this style, the coach tries not only to explain, but also to convince the coachee

of his or her expertise and he or she explains how the coachee could use this for

improvingthe performance. Under the officer style, the coach can be characterised as

beingdominant and controlling and imposes his or her own norms on others, thereby

focusingon planned change and hard performance improvement by forcing others to take

specificactions (Zielstra et aI., 2001).

2.1.4 Employee development
Employeedevelopment is the lifelong process of managing progression in learning and

work. The traditional concept of employee was progression up an ordered hierarchy

withinan organization or profession. The notion was that people chose a career, which

thenunfolded in an orderly way (peterson, 1996). It.was an elitist concept: some had a

career;many only had a job; some did not even have that. For some time now, however,

this traditional concept has been fragmenting. The pace of change, driven by technology

and globalization means that organizations are constantly exposed to change. They are

thereforeless willing to make long-term commitments to individuals; where they do, it is
in exchange for flexibility about the roles and tasks the individuals will perform.

Increasingly, therefore, security lies not in employment but in employability. Individuals

whowant to maintain their employability have to be willing to regularly learn new skills

throughspecialized coaching services either internally or externally in the organizations.

Coaching helps individuals to manage their employee development effectively by
I

providing support in three forms of; developing their employee management skills,

providing quality information on the opportunities open to employees and personal

support in reviewing the options available to the employees. Employee management skills

include the skills of understanding one's own strengths and weaknesses, and needs and

wants; of being able to identify relevant opportunities, and access information on them; of

being able to take employee-related decisions; and of being able to present oneself

12
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effectivelyin order to gain access to courses or jobs (Peterson, 1996). According to

Peterson,good-quality career information is essential for good-quality employee

development.It needs to include information on-education and training opportunities, on

occupationsand their characteristics, and on labour market supply and demand. It also

needsto include information on the occupational implications of educational decisions,

andonthe learning pathways that lead to particular occupational destinations. In addition,

itneedsto include information on how these opportunities relate to the characteristics and

preferencesof individuals, so that individuals can identify opportunities appropriate to

them.Information and communication technologies need to be harnessed creatively in

orderto improve the quality, interconnectedness and accessibility of such information

(Campbellet al., 1993)

In coaching, information is necessary for good-quality employee development, but it is
not sufficient. If individuals are to be able to find the information they need, to

understandthis information and relate it to their personal needs and circumstances, and

thento convert it into personal action, many will need some form of personal support.

Thispersonal support can be provided by organizations through coaches, managers and

supervisors(Campbell et al., 1993). But it is important that people also have access to

individual advice and guidance, offered in a variety of locations by competent and

accredited coaching practitioners who are skilled in the professional techniques of

employeeguidance, knowledgeable about learning opportunities and labour markets and
impartial, and able to serve the individual's needs. Such services may be provided.
through coaching on an individual or group basis; they may be face-to-face or at a
distance(Kanfer, 1990).

It is very difficult for an employee to perform well at the job place without any pre-

training and trained employees perform well as compared to untrained employees

(partlow, 1996). It is very necessary for any organization to give its employees training to

get overall goals of the organization in a better way (Flynn et al., 1995). Employee

development increase the overall performance of the organization (Shepard, Jon et al.,

2003). Although it is costly to give training to the employees but in the long run it gives

back more than it took (Flynn et a/., 1995). Every organization should develop its
employees according to the need of that time so that they could compete with their

, competitors.

13



2.1.5Employee goals

Employeegoals is another important part of coaching, which can be regularly found in

the coaching-literature (Cummings and Worley, 2004; Van der Sluis and Schreiner,

2001), is the drafting up of employee goals; employees need to know what they must
,

accomplish.Since coaching has the aim to stimulate the individual to improve his or her

performance,this goal should be a stretch goal: one that aims just beyond the coachees

recentperformance. The coach and the coachee should draft up a plan together for

achievingthis main-goal.

Thismain goal can be divided into sub goals. Within their research, Witherspoon and

White(1996) mention four roles that coaches can play. These roles are focused on

coachingan executive. We, however, regard these roles more as goals to be achieved by

coaching,and which cannot only be used for coaching executives, but also for coaching

otheremployees. These roles (goals) are the following: coaching for skills, coaching for

performance,coaching for development, and coaching for the persons agenda. Although

oneof these (sub) goals is named as coaching for performance, they all have the ultimate

coachinggoal of positively influencing performance.

Coachingfor skills is learning focused on a specific task. The term skills represents basic

concepts, strategies, methods, behaviours, attitudes, and perspectives associated with

success in one's job. This goal is focused on helping people to learn specific skills,
behaviours, and attitudes. Furthermore, it can support learning on the job. The coach.
helps the coachee to assess skills-building needs and recommends learning resources

(Witherspoonand White, 1996).

Coaching for performance focuses on the employee's present job. The coachee feels the

need to function more effectively at work or to address other performance issues. This

goal can be described as less urgent than coaching for skills. The specific goals may be
fuzzy; lacking a clear definition of actual behaviour or root causes. Coaching for

performance can help the employee to practice and apply new skills, clarify performance

goals, and/or alleviate performance problems. In these cases, the coach helps the coachee

assess his/her performance continously, through obtaining feedback on strengths and

weaknesses, and enhance effectiveness (Vander Sluis and Schreiner, 2001).
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Coachingfor development focuses on a person's future job and prepares the coachee for

advancementby strengthening needed skills, and addressing long-term development

needs.Thus, this goal is focused on development and personal growth, involving more

timeto reach clarity and consensus. The coach helps the coachee to enhance skills and
,

capabilitiesfor future jobs (Witherspoon and White, 1996).

Researchon goal-setting effects in the complex task paradigm reveals that goals affect

organizationperformance to the extent that they lead to the development of effective

plansand strategies. Studies by O'Leary et al. (1994) conducted the first published meta-

analysison employee goal setting in both individuals and department groups and reported

a large positive effect of group goals on the group's performance. A further meta-

analyticalstudy by Heleen van Mierlo and Lidia Arends (2011) found that there was a

robustpositive effect of specific goals on group performance in organizations. Their

studies found that. goal setting appeared to be as effective in employee groups in

organizationsas at the individual employee level. IMASENO UNIVERSIT·Y I
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Feedback,is an additional coaching tool which sharesuniversal acceptance in many types

of coaching and bas been found to be a strong determinant in promoting self-esteem in

athleticcoaching (Smith & Smoll, 1990), serves many purposes. They saw feedback as a

way to help the client gain greater insight concerning his or her own subjective

experience, which can lead to better management of emotions and eliminate subjective

distortionof events. They agreed, adding that increased self-awareness gained through the

processof assimilating feedback is key to maximum performance more so in groups.

The way in which feedback is provided is also of importance. Diedrich (1996) advised

that feedback be specific, accurate, detailed, and refer to actual behaviors rather than be

subjectiveand evaluative in nature. He found that feedback concerning good performance
helped to enhance subsequent performance. In the workplace the coach may provide

feedback to the client, elicit feedback from the client, or manage the process of receiving,

reviewing, and utilizing feedback from internal and external workplace sources.

In coaching, 360-degree feedback, multi-rater, and multi-source feedback tools are

commonly used for performance assessment by both consultants and coaches. As popular
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astheirmethods are forproviding feedback, Church and Bracken (1'997) argued that the

instrumentsare very poorly understood. Early instrument assessment studies such as the

onedoneby them provide optimistic appraisal for their use. The authors found increasing

correlationover a period of time between upward feedback, and feedback given by

subordinates, and self- assessment measures, indicating that feedback given by

subordinatesover a period of time can help improve one's self-assessment.

Thedevelopment and use of feedback and evaluation tools were first used primarily for

employeedevelopment purposes and all results were strictly confidential. Dalton (1996)

reported a growing trend to use information contained within the reports for

administrative purposes, such as denial or awarding of promotions and raises and

communicatingorganization performance policies. Dalton argued (1996) that using the

feedbackinstmment in this way ignores very basic psychological principles of behavioral

change.

The first step in helping an individual change their behavior is to provide feedback and

createinsight concerning maladaptive behaviors in a way that is non-threatening and can

be received in a context of psychological safety. Dalton (1996) argued that allowing

administrative personnel access to feedback for punitive reasons undermines the

confidentialrelationship between coach and client and can be threatening and/or harmful

to the employee.

2.2 Employee motivation

Motivation is defined as the process that initiates, guides and maintains goal-oriented

behaviours. It involves the biological, emotional, social and cognitive forces that activate

behaviour. In everyday usage, the term motivation is frequently used to describe why a

person does something. Psychologists have proposed a number of different theories of

motivation, including drive theory, instinct theory and humanistic theory. There are three

major components to motivation: activation, persistence and intensity. Activation

involves the decision to initiate a behavior, such as enrolling in a psychology class.

Persistence is the continued effort toward a goal even though obstacles may exist, such as

taking more psychology courses in order to earn a degree although it requires a significant

investment of time. energy and resources. Finally. intensity can be seen in the

concentration and vigor that goes into pursuing a goal.
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2.3 Organizational performance

Accordingto Daft (2000), organizational performance is the organization's ability to

attainits goals by using resources in an efficient and effective manner. However, no

singlemeasure of performance may fully explicate all aspects of the term. There is also

inconsistent measurement of organizational performance- although most researchers

measured organizational performance by using quantitative data like return on

investments,return on sales and so forth. The definition of performance has included both

efficiency-related measures, which relate to the input/output relationship, and

effectivenessrelated measures, which deal with issues like business growth and staff

turnover. Additionally, performance has also been conceptualized using financial and

nonfinancialmeasures from both objective and perceptual sources. Objective measures
include secondary source financial measures such as return on assets, return on

investment,and profit growth. These measures are nonbiased and are particularly useful
forsingle-industry studies because of the uniformity in measurement.

According to Patrick (1996), Performance measurement requires an investment in

intellectualresources. Organizations use more resources initially to develop a knowledge

and skills base and to instill performance-based management methods in their
organizations. However, initially, measuring performance was hard to conceptualize and

recognize due to the inherent ambiguity of outcomes and as a consequence practitioners

require time and experience before they can develop and use performance measures

effectively.

Nicholas (2008) argued that many organizations did not give a balanced picture of

organizational performance. There was an over-emphasis on financial criteria, with pre-

occupation with past performance. Performance measures were usually not linked to
strategies and goals of the overall organization and they were inward looking and did not

capture aspects of performance necessary to gain and retain customers or build long term

competitive advantage. He proposed seven categories of financial, non-financial, and

composite scales to measure organizational performance. The financial measures are sales

measures which include profitability, growth and efficiency. The non-financial measures

are perceived success, which include customer satisfaction, level of supervision, skills
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and knowledge, timely delivery of services, staff turnover and ~umber of customer

complaints.

TheProfitability measures included dimensions such as increase in the volume of sales,

increasein the collections of levies and reduction in the number of operational expenses

suchas repairs etc. Growth can be measured through increase or decrease in the number

of customers in an organization. Efficiency which he proposed can be studied through the

number of repairs of machinery carried out by a firm, the number of goals achieved by

the organization and the time taken by employees to serve customers. Customer

satisfaction could be studied by checking changes in the period it took to serve customers

and also by assessing the increase or decrease in the number of customers in an

organization. Financial measures are more objective compared to the non-financial

measures which are more subjective.

2.4 Review of gaps in literature

The progression of coaching as an employee development strategy within an organization

is an area addressed in a case study based within the Rover Group by Altman and Iles

(1998) through a development framework based on practical personal strategies supported

by a coaching model. It found a coaching approach to be a key element of a corporate

development strategy which linked departmental performance to corporate performance.

The study focused on the specialised training provided by the organization to proactive

employees by. their respective line managers which resulted in their persistence in

successfully implementing work specific changes and this had a positive effect on the

product line performance. A comparative study of their work supported the view that

coaching supports effective line and product performance when applied to proactive
workers. Their study observed that if such subordinates are coached by their immediate

bosses it resulted in their making learning and development plans with a focus on

organizational progress rather than individual goals. However their study omitted the

contribution of the coaching process on the non-proactive employees. The study therefore

sought to address this knowledge gap by including all employees in the organization in

the study and not drawing a separation of workers between the proactive and non-

proactive groups in the various departments for this study.
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Similarly,studies such as those by Kubicek (2004) on the UK rail Industry through a

phenomenologicalcase study used coaching models that focused exclusively on coaching

goals which were narrowed to specific future employee needs to improve their

performancewhilst ignoring the present employee performance needs. The studies

showedthere was significant interaction between the employee needs and employee

goals.However, the studies omitted the contribution of current employee needs to the

shapingand setting of employee performance goals. The research study therefore sought

to explore this knowledge gap by including goals which were narrowed to the

organizationsimmediate performance needs by studying the employee's immediate work

specificneeds as well as future employee needs.

Researchstudies such as those by Judge and Cowells (1997) and those of Church and

Bracken(1997) emphasized the assessment of feedback through only interviewing people

whowere closely related at the workplace. Their study models only sought feedback

informationfrom only closely related individuals at the workplace. They found that this

generateda lot of negative feedback since it was found that self-rating discrepancies were

negatively related with perceived accuracy of feedback and perceived usefulness of

feedback, whereas favourability of the rating was positively related with reaction to

feedbackand with perceived usefulness of feedback. The study had however excluded the

contributionsof feedback assessments from individuals who are not closely related in the

workplace. The study therefore sought to explore this procedural gap by studying

feedback of all employees in the organization along a mix of both closely related.
individualsand non-related individuals at the workplace.

2.5Summary
Managing organization performance is an undertaking that is difficult to approach

objectively and rather is ultimately subjective to interpretations of employees (either
individually or collectively). Furthermore, changing threats and opportunities in the

organization environment render the use a specific performance management policy

unproductive after a period of time. In the end, modern organization performance is about

flexible performance management policies. However, all manner of performance

approaches are likely to be meaningless unless the impact of such practices by the

organizations on their employees and how well employees own up to such policies when
applied to them. This means that, for most organizations, performance management is
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likely to be bound up with the institutional setting and its own history. Firms are likely to

adoptcoaching strategies broadly in line with their organizational objectives, both to

improvetheir performance and to achieve competitive advantage.

Most of contextual and empirical literature available is more -inclined towards

contributionsof coaching strategies on organization performance from developed nations.

Thisdo not comprehensively explain the trends of performance in the developing world.

There is little and most often than not unpublished sentiments regarding the Kenyan

finns' situation on strategies adopted in influencing overall performance through

coachingstrategies. Owing to this, a need for systematic investigation arises as a basis to

bridgingthe literature gap; and this study was objectively anticipated to yield the missing

links.
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CHAPTER THREE

RESEARCH METHODOLOGY

This chapter discussed the research methodology adopted in meeting the intended study

objectives. In particular, it identified the research design, the stu~y area, the target

population,the sampling frame, data collection procedures, data colle-ction instrwnents,

reliabilitytests, validity tests, data analysis and presentation and research ethics.

3.1Researchdesign

The study used a correlational case study approach because it allowed the researcher to

investigatethe effect of certain relationships between variables. It also involved a careful

andcomplete observation of social unit, institution, cultural group or an entire

community,and emphasizes depth rather than breath of study (Kothari, 1990). The design

isdesirable for an in-depth analysis that was required for this study.

3.2 Target population

The target population is a set of individuals, items and objects with the same common

observable characteristics (Mugenda and Mugenda; 2003). The target population for this

studywas 92 employees which consisted of 8 managers! supervisors and 84 operations

staffof the Lake Victoria South Water Services Board from which the sample was drawn.

Table.3.1: Data on the population targetedfor study

Target Population Total Population

Managers

Operations staff 84

Total 92

Source: LVSWSB 2014

3.3 Sampling method

This section described the sampling procedure and the sample size that was used.

Sampling is the process of selecting a subject of cases in order to draw conclusions about
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entire set (Mugenda, 2003). The procedure for sampling should ensure that all

members of the population are given equal chance to participate in the study while the

amplesize should be statistically representative of the population where the research will

be carriedout. For the study, the whole target population was considered through use of a
,

censusapproach since it involved a careful and complete observation of an institution and

emphasiswas on depth rather than breath of study.

3.4Data collection

3.4.1Sources of data

Bothprimary and secondary data were used in the study. Primary data was obtained

throughthe use of questionnaires. Secondary data was obtained from relevant journals

andotherpublications in the firm. The internet was also used to obtain secondary data

3.4.2Instrument for data collection

Thestudy used questionnaires to obtain information about the research topic. According

to Mugenda and Mugenda (2003), questionnaires allow measurements for a particular

view point and at the same time collects large amounts of information in a reasonably

quickspace of time while the population was small and concentrated. The questionnaires

containedclosed ended questions.

3.4.3Data collection procedure

Thiswas be done through the direct administration of the questionnaires to the respective

department managers and to the employees within those departments.

3.4.4 Validity test for data collection instrument

Validity has been defined as the degree to which a test measures what it purports -to

measure (Borg and Gall, 1996). Hence a questionnaire or interview guideline is said to be

valid if it obtains the information it will be intended to get from respondents. The

questionnaire was submitted to fellow researchers to help the researcher in identification

of items in the research instrument that were thought to bring about ambiguity when

eliciting information for the study.

3.4.5 Reliability test

Reliability is a measure of the degree to which a research instrument yields consistent

results or data after repeated trials and it is influenced by random errors. Errors may arise
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ftomfatigueand bias (Mugenda and Mugenda, 2003). A measure is reliable to the extent

that repeatedapplication of it under the same condition by different researchers gives the

same results. For this study, the reliability of the questionnaires was ascertained using the

test-retestreliability method which involved selecting 6 respondents while piloting the

study to respond to 9 questions in the study and administering them again to the same

groupafter a week. Both results were recorded and compared using Cronbach's alpha

reliabilitycoefficient. The results of the test retest are provided in the tables below.

Table3.2: Cronbach's Alpha Reliability Coeffecient

Reliability Statistics

Cronbach's AI ha N of Items
.967 9

Item Statistics

Mean Std. Deviation N
Available to all employees

1.8333 1.16905 6

Involvement in skill
identification 2.0000 0.00000 6

Application of learnt skills 2.1667 1.16905 6
Wert place growth

2.3333 1.03280 6addressed

Extent of involvement in
setting goals 2.1667 .75277 6

Focus of meetings 2.3333 1.50555 6
Frequency of policy

2.5000 1.37840 6communication .
Years in organization 1.6667 .81650 6
Extent of T&D provision 2.3333 1.03280 6
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Item-Total Statistics

Corrected Cronbach's
Scale Mean if Item Scale Variance if Item-Total Alpha if Item

Deleted Item Deleted Correlation Deleted

17.5000 55.500 .9,30 .960

17.3333 73.067 0.000 .982

Applicationof leamt skills 17.1667 54.967 .965 .958
Workplace growth

.976 .958addressed 17.0000 56.800

17.1667 62.167 .870 .965

Focusof meetings 17.0000 50.000 .977 .960
Frequencyof policy

16.8333 51.767 .978 .958communication

Yearsin organization 17.6667 60.667 .922 .962
Extentof T&D provision 17.0000 56.800 .976 .958

Scale Statistics

Mean Variance Std. Deviation N of Items

19.3333 73.067 8.54790 9

Source: LVSWSB 2014

Accordingto George and Mallery (2003), Cronbach's alpha reliability coefficient

normallyranges between 0 and 1. However, there is actually no lower limit to the

. coefficient.The closer Cronbach's alpha coefficient is to 1.0 the greater the internal

consistencyof the items in the scale. The size of alpha is determined by both the number

of itemsin the scale and the mean inter-item correlations. Based on the rules of thumb of

Georgeand Mallery (2003) a high value for Cronbach's alpha indicated good internal

consistencyof the items in the scale, and the observed alpha of the study was 0.967 which

indicatedan excellent reliability.

3.5Data analysis and presentation

Quantitative analysis of the data began by editing, coding, cleaning and transforming

data. The data was analysed using descriptive statistics of frequencies and percentages.

Inferential statistics was used to analyse data from the interval scale. Each objective was

analysed as follows: Pearson correlation coefficient was used to test the relationship of

the objectives. This was tested at 95% confidence level, implying that 95% of the

confidence intervals would include the true population parameter.
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1bestrengthof the relationship between the variables was analysed using Multi-linear

Regressionanalysis. The regression model examined the simultaneous influence of

ICveralvariables on the dependent variable which was interval scaled. The model was

baed on the assumption that, any specific value of independent variable, the value of the

Yvariableare normally distributed (normality assumption) and that the variance for the Y

variablesare the same for each of the dependent variables (equal-variance assumption).

The model aided in understanding how much of a variance in the dependent variable was

explained by a set of predictors (independent variable).

3.6Multiple Regression Model
A Multiple linear regression model was used to establish the simultaneous influence of

coaching strategies on organizational performance in LVSWSB since the model showed

how much of the variance in the dependent variable was explained when the independent

variablesare theorized to simultaneously influence the dependent variable and the fact

thatthe study data type was dichotomous and continuous. The model used was defined in

figure1.2 below;

Figure2.2: Multiple regression model

Source:Adapted from Peterson, D. B. (1996).

Where;

Y_The dependent variable

~o-Regression constant

~l- Regression coefficients for employee development

~2- Regression coefficients for employee goals

~3- Regression coefficients for feedback and evaluation

XI- The predictor variable for employee development
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X2- Thepredictor variable for employee goals

X3- The predictor variable for feedback and evaluation

E -is the Model error term.

Organizational performance = Po +Pl * employee development + P2 * employee goals

+ Pl * feedback/evaluation + Model error.

This relationship was assumed to hold for all observations. The inclusion of a random

error,E, was necessary because other unspecified variables may also affect organizational

performance in LVSWSB. This model assumes that for each value of the predictor, there

is a group of response values and that these dependent values are normally distributed and

is continuous.

26



CHAPTER FOUR

RESULTS AND DISCUSSION

4.1Introduction

This chapter presents the study findings which were analysed, interpreted and discussed

in line with the objectives of the study based on the following themes; questionnaire

return rate, demographic characteristics of respondents, effects of employee development

onperformance of LVSWSB, effects of employee goals on performance of LVSWSB and

effectsof feedback and evaluation on performance of LVSWSB.

4.2Questionnaire return rate

The study anticipated to collect data from 86 respondents which included -8managers and

supervisors and 78 operations staff. The study was unable to get a 100% response rate for

the study. Of the 86 questionnaires submitted, the study was able to receive feedback

from 69 respondents. The table 4.1 below shows the response rate of the study

respondents.

Table 4.1: Respondents response rate in the study

Respondents Targeted Obtained

Managers and supervisors 8 8

Operations staff 78 61

Total 86 69

Source: LVSWSB 2014

Response rate (%)

100

78.20

80.23

From the findings presented in table 4.1, the study was able to obtain a complete response

rate (100%) of 8 completed questionnaires from the selected managers and supervisors.

Of the targeted operations staff: 17 (21.79%) of them did not participate in the study. This

was due to several instances of them being either away on leave or being away on field

assignments to community water points and water service providers. Out of the 86

respondents targeted in the study, a total of 69 (80.23%) individuals participated in the

study. This response threshold was deemed adequate for purposes of the study and is

supported by Cooper & Schindler (2005), who put it that a questionnaire return rate of at

least 75% is sufficient for a study to proceed.
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oDemographic characteristics of the managers and supervisors

Thissection of the study was undertaken to establish if the gender and years of

experienceof the managers and supervisors influenced their perception of performance in

theorganization. Table 4.2 shows the findings of the study.

Table 4.2: Distribution of the Managers and supervisors by gender and years of

experience

Managersl supervisors Frequency Percentage(o,fo)(~)

Gender
Male 6 75

Female 2 25

Tota) 8 tOO

Levelof Management

Manager

Supervisor

Tota)

3

5

8

37.5

62.5

tOO

Years of experience

. 0-5years 1 12.5

5-10years 5 62.5

10-15years 2 25

Total 8 tOO
Source: LVSWSB 2014

From table 4.2 above, of the 8 studied heads of departments and department supervisors

who participated in the study, 6 (75%) were male and 2 (25%) were female. This result

shows that the study involved the views of both male and female heads of departments on

the effect of coaching strategies on organization performance. The study also examined

the years of experience of the managers and supervisors. It was found that 1 respondent

(12.5%) had less than 5 years' experience in administration, 5 (62.5%) had between 5 and

10 years of experience and 2 (25%) had over 15 years' experience in administration.

These results show that the managers and supervisors had enough years of experience to

observe and reliably report on the trend of the organization performance and the effect of,
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coachingstrategies in departments on the organizations performance. This fmding

support Patrick (1996) assertion that since measuring performance is bard to

conceptualizeand recognize due to the inherent ambiguity of outcomes, practitioners

requiretime and experience before they can develop and use performance measures
,

effectively.

4.4Management assessment of the impact of coaching on selected performance

eentres

Inassessingthe effects of the coaching strategies on the organizations performance, the

study sought the opinions of the managers and supervisors on their perceived

contributionsof the coaching strategies. The findings of the investigation are presented in

tables4.3 below,

Table4.3: Management assessment of the extent of coaching contribution on selected

performancecentres.

Performance Very Effective Average Ineffective Very

Measures effective ineffective

Department 3 (37.5%) 3 (37.5%) 0(0.00%) 2 (25.0%) 0(0.00%)
goals
Alignmentto 1 (12.5%) 4 (50.0%) 2 (25.0%) 0(0.00%) 1 (12.5%)

. organization
goals

Levelof 3 (37.5%) 3 (37.5%) 1 (12.5%) 1 (125%) 0(0.00%)
technical .
skills

Number of 2 (25.0%) 3 (37.5%) 2 (25.0%) 0(0.00%) 1 (12.5%)
customers
complaints
Degree of 2(25.0%) 3 (37.5%) 1 (12.5%) 2 (25.0%) 0(0.00%)
supervision
Knowledge 4 (50.0010) 2 (25.0%) 2 (25.0%) 0(0.00%) 0(0.00%)
and skills

From table 4.3 above, it was observed that 3 (37.5%) of the respondents indicated that

coaching was very effective in achieving department goals. 3 (375%) other respondents
indicated that the coaching process was effective in aiding the achieving of department,
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goals.However, 2 (25.0%) of the respondents indicated that the coaching process was

ineffectiveon the changing the level of achievement of department goals. It was also

observedin table 4.19 above, 1 (12.5%) of the respondents indicated that the coaching

programhas been very effective in aligning the employee goals to organization goals

while4 (50.0%) of the respondents indicated that the coaching process was effective in

aligningthe employee goals to organization goals and 2 (25.0%) of the respondents

indicatedthat the coaching process had an neutral effect on the aligning the employee

goalsto organization goals. It was also observed that the majority 6 (75.0%) of the

respondentsindicated that the coaching process proved to be both very effective and

effectivein altering the level of technical skills in the organization while 1 (125%) of the

respondentsindicate that it had an neutral effect on the level of technical skills in the

organizationand 1 (125%) other respondent indicating that it was ineffective in altering

thelevelof technical skills in the organization.

It is also observed that, 2 (25.0%) of the respondents indicated that the coaching process

wasvery effective in altering the number of customer complaints while 3 (37.5%) of-the

respondentsindicated that it was effective in altering the number of customer complaints

with 2 (25.0%) respondents indicating a neutral effect on -the number of customer

complaints.In addition 1 (12.5%) respondent indicated that coaching was very ineffective

onthe number of customer complaints. Also, 2 (25.0%) of the respondents indicated that

- the coaching had been very effective in altering the degree of supervision vested on the

subordinateswhile 3 (375%) of the respondents indicated that coaching was effective in

altering the level of supervision. However 2 (25.0%) and 1 {If.5%) of the respondents
indicated that the coaching had been ineffective and very ineffective respectively in

altering the level of managerial supervision. In acomon, 'fo (50.0/0) of the respondents
indicated that coaching had been very effective in altering the level of skills and

knowledge in the employees while 2 (25.0%) of the respondents indicated that coaching

was effective in modifying the level of skills and knowledge in employees with the 2

(25.0%) other respondents indicating an neutral effect of coaching on the level of skills

and knowledge among employees.

4.5 Analysis of employee development on performance of LVSWSB

The pace of change, driven by technology and globalization means that organizations are

constantly exposed to change which necessitates internal adaptation of resources to match
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theexternal changes in the environment so as to continuously exploit opportunities in the

businessenvironment. One way this is achieved is through the development of the human

resourcecapacity to exploit those dynamic opportunities as this offers the benefits of

sustained competitive advantage through reversing the rate of human resource

obsolescence due to environmental changes. As such, the first objective of the study

investigatedwas the effect of employee development on the performance of LVSWSB.

Thestudy explored several areas of employee development by LVSWSB which included

the availability of training and development opportunities, skill development and work

placeinformation.

4.5.1:Extent of provision for training and development

The study investigated the extent to which the operations staff were provided with

training and development opportunities offered by the line managers and supervisors.

Table4.4 below shows the results of the inquiry.

Table4.4: Frequency of provision of training and development opportunities

Response Frequency Percentage (0/0)

Very high extent 15 21.7

Highextent 26 37.7

Average extent 16 23.2

. Low extent 6 8.7

Very low extent 6 8.7

Total 69 100
Source: LV5W5D 1014

From table 4.4 above, it was observed that 15 (21.7%) of the respondents indicated that
training and development opportunities are offered to a very high extent in the

organization and 26 (37.7%) of the respondents indicated that training and development is

offered to a high extent by the managers and supervisors. 16 (23.2%) of the respondents

indicated that the training and development was offered to an average extent in the

organization. This findings suggest that training and development opportunities are

extensively afforded to employees throughout the organization and suggests a concerted

effort to develop the human resource. This findings support the assertions by Kanfer

(1990) that it is important that people also have access to individual advice and guidance,

offered in a variety of locations by competent and accredited coaching practitioners who
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are skilledin the professional techniques of employee guidance and such services may be

providedthrough coaching on an individual or group basis.

4.5.2: Management encouragement of employees to use training and development

opportunities '

Thestudy proceeded to assess whether the operations staff were encouraged to use the

trainingand development opportunities offered by the line managers and supervisors as

this was necessary to establish whether training and development as an operational

elementof coaching was integrated into the various established department policies.

Table4.4 below shows the results of the inquiry.

Table4.4: Incentive to use training and development opportunities

Response Frequency Percentage (%)

Stronglyagree 13 18.8

Agree 38 55.1

Neutral 10 14.5

Disagree 6 8.7

Stronglydisagree 2 2.9
Total 69 100

Source: LVSWSB 2014

Fromtable 4.4 above, it was observed that 13 (18.8%) of the respondents strongly agreed

that they were encouraged to use the training and development opportunities that were

afforded by the "departmentmanagers and supervisors and 38 (55.1%) of the respondents
agreed that they were encouraged to take up the training and development opportunities

availed by their managers and supervisors. 8 (11.6%) respondents expressed that they

were not encouraged to use the training and development opportunities by their

supervisors. These fmdings largely indicate that the line managers and supervisors

encourage their subordinates to use their training and development opportunities and

concur that coaching consists of a sequence of ongoing conversations and actions that

promote continuous exchange of experience and encouragement (Heslin et al., 2006).

4.5.3 Distribution of training and development opportunities to all employees

The availability of training and development opportunities to employees at all levels of

the organization was explored to establish whether the coaching exercise was limited to
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top level management orif it was distributed throughout the organization. The findings of

this studyare presented in table 4.5 below.

Table4.5: Availability of training and development opportunities to employees

Response Frequency Percentage~(% )

Stronglyagree 37 53.6

Agree 21 30.4

Neutral 0 0
Disagree 8 11.6

Stronglydisagree 3 4.3

Total 69 100

Source:LV8WSB 2014

Fromthe findings presented in table 4.5 above, the majority of the respondents indicated
that training and development was offered to all employees in the organization. 37

(53.6%)of the respondents indicated that they strongly agreed that all employees thought

theorganization had access to training and development opportunities while 21 (30.4%)

ofthe respondents agreed that the training and development opportunities were availed to

all employees. However, 11 (15.9010) of the respondents disagreed that the training and

development opportunities were made available to all employees throughout the

.organization. This findings indicate that the training and development facilities are

reasonably distributed and available to employees atall levels of employment. This

affirms the assertion by Denise (2009), that coaching today is for all employees, from the

top talent and those leading an organization to the operational staff levels.

4.5.4 Coaching provision for learning specific skills
The study further explored the provision of specialized skills through training and
development to employees in the organization by managers and supervisors. The findings

of this study are presented in table 4.6 below.
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Table 4.6: Provision/or learning specific work skills

Response Frequency Percentage (0/0)

Always 12 17.4

Often 28 40.6

Sometimes 25 36.2

Seldom 3 4.3

Never 1 1.4

Total 69 100

Source: LV8WSB 2014

Fromthe findings presented in table 4.6 above, the majority of the respondents indicated

that training and development was offered to all employees in the organization. 12

(17.4%) of the respondents indicated that they were always provided with opportunities to

learn specialized skills while 28 (40.6%) of the respondents indicated that they often were

provided with opportunities to learn specialized skills from their managers and

supervisors. 25 (36.2%) of the respondents indicated that they were sometimes offered

opportunities to learn specialized skills. However, 3 (4.3%) and 1 (1.4%) of the

respondents indicated that they seldom and never got opportunities to learn specialized

skills. This findings indicate that the provision of specialized skill training was reasonably

. availed throughout the organization through managers and supervisors. This affirms the

assertion by Witherspoon and White (1996) that Coaching for skills is learning focused

on a specific task that is focused on helping people to learn specific skills, behaviors, and

attitudes and supports learning on the job through helping the employee assess skills-

building needs and recommends learning resources.

4.5.5 Employee involvement in identifying needed work place skills

The study also sought to establish whether the employees were involved in identifying

individual skills that they would need to develop at their work stations by the managers

and supervisors. The findings are presented in table 4.7 below.
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Table 4.7: Employee involvement in identifying skills for work place development

Response / Frequency Percentage (Ofc»

Stronglyagree 6 8.7

Agree 58 84.1
Neutrai 3 4.3

Disagree 2 2.9

Stronglydisagree 0 0.00

Total 69 100
Source:LV8W8B 2014

Asobserved in table 4.7 above, the majority of the respondents, 64 (92.8%) indicated that

their respective managers and supervisors involved them in identifying individual skill

requirementsfor development. 2·(2.9%) of the respondents indicated that they were not

involvedin identifying individual skills by their managers. This fmdings suggest that the

general trend in the departments is to involve the staff in identifying and developing

specific skills necessary to improve their work place performance. The findings support

the assertion of Heslin et al. (2006) that coaching is a designed alliance between a coach

and student for the purpose of fostering success skills in an educational environment that

consists of regular interactions that help employees adopt effective work skills.

. 4.5.6: Implementation of acquired skills by employees
The study further investigated the extent to which the skills taught to employees by

supervisors and managers through coaching are implemented at the work place. This was

necessary so as to allow the study to have an idea of whether the managers and
supervisors emphasized the application of taught skills in their respective departments.

The findings are presented in table 4.8 below.
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't»le 4.8: Frequency of application of learnt skills from coaching

Frequency Percentage (0/0)

25 36.2

17 24.6

14 20.3

13 18.8

0 0.00

69 100

As presentedin table 4.8 above, 25 (36.2%) of the respondents indicated that they always

appliedskills learned from managers and supervisors at the workplace and 17 (24.6) of

therespondents indicated that they often applied the skills they learned from their

managers..A further 14 (20.3%) of the respondents indicated that they sometimes applied

theskills they learned through coaching. 13 (18.8%) of the respondents indicated that

theyrarelyused the skills they learnt through coaching by managers and supervisors. The

findingssuggested that the managers and supervisors emphasized implementation of the
taught skills and provided for their application. The findings suggested that the employees

generallyapplied the skills they learned at their work stations. This fmding supports
Altman and lies (1998) assertion that skills training provided to the organizations

employeesby their respective line managers resulted in their persistence in successfully

implementingwork specific changes.

4.5.7:Review of relevant work skills
Thestudy explored whether the managers and supervisors reviewed the skills that the

subordinates had and what new skills they would need to improve their work place

performance.The findings are listed in table 4.9 below.

Table 4.9: Review of relevant work skills

Response Frequency Percentage (%)

Yes

No

48
21

69.57
30.43

Total 69 100

Source: LVSWSB 2014
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Aspresented in table 4.9 above, out of the 69 respondents, the majority, 48 (69.57%)

indicatedthat their managers and supervisors reviewed their work skills periodically. 21

(30.43%)indicated that the managers did not review their work place skills regularly. The

findingsuggests that the managers and supervisors constantly review the skills needed by

theemployees in relation to the changing work environment. This is consistent with

Peterson(1996) assertion that coaching helps individuals to manage their employee

developmenteffectively by providing support by developing their job management skills.

Thisis an indication of continuous skill improvement in the work place in line with

improvingperformance.

4.5.8: Provision of information on job opportunities by managers and supervisors.

Thestudy sought to explore the development of employees through the dimension of how

oftenthere was provision of information on work opportunities to the operational staff

fromsupervisors and line managers. This was necessary to evaluate whether they were

privyto any job or career development opportunities in the organization. The fmdings are

presentedin table 4.10 below.

Table 4.10: Availability of policy information to employees through coachfeedback

Response Frequency Percentage (%)

Always 14 20.3

Often 23 33.3

Sometimes 14 20.3

Seldom 12 17.4

Never 6 8.7

Total 69 100

Source: LV8W8B 2014

From table 4.10 above, 18 (26.1%) of the respondents indicated that they did not get

information on job prospects and opportuni~es from the managers. However, 14 (20.3%)

of the respondents indicated that they were always provided with information on job

prospects and career development opportunities by their supervisors while 23 (33.3%) of

the respondents indicated that they were often informed of work opportunities in the

organization. This is significant since it indicates that the managers and supervisors

continuously inform the operations staff of the skills required to work in those

opportunities. It affirms the assertion by Campbell et al. (1993) that good-quality career
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infonnation is essential for good-quality employee development and includes information

on occupations and their characteristics.

4.5.9Effect of employee development on organization performance
Table 4.11: Effect of employee development on organization performance

Coefficients"

Standardized
Unstandardized Coefficients Coefficients

Model B Std. Enor Beta T Sig.

1 (Constant) 2.831 .259 10.914 .000

Employee development -.203 .209 -.078 -.974 .334

Employee goals .310 .122 .280 2.539 .014

Feedback and evaluation -.398 .045 -.725 -8.867 .000

a. Dependent Vanable: Organtzation performance

Source: LVSWSB 2014

From the results in table 4.11 the standardized Beta coefficient for employee development

is (-0.078) which infers that 7.8% of the change in organization performance can be

explained from changes in the levels of employee development. It was also observed that

of the three independent variables, employee development influenced the least variance in

organizational performance. This findings contradict with both the findings of Flynn et al.

(1995) who concluded that it is very necessary for any organization to give its employees
~

training and development to get overall goals of the organization in a better way and

Shepard, Jon et al. (2003) that training and development increases the overall

performance of the organization. This result infers that while employee development

contributes to a decrease in performance its actual contribution as an element of coaching

is the least amongst the three independent variables. This fmdings support the need for

the organization to withdraw the use of employee development.
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Table 4.12: Influence of employee development on organization performance

Correlations

Increased
Employee Provision of level of
involvement in Increased training and organization Encourage
skill technical we", Application of development r skills! useofT&D
identification skills leamtskills opportunities Knowledge opportunities

Employeeinvolvement Pearson Correlation 1 .673- .512- .632- .630- .734-
inskill identification

Sig. (2-tailed) .000 .000 .000 .000 .000

N 69 69 69 69 69 69

IncreaSedtechnical wori< Pearson Correlation .673- 1 .902 - .804- .852 - .871-
skills

Sig. (2-tailed) .000 .000 .000 .000 .000

N 69 69 69 69 69 69

~ication of learnt Pearson Correlation .512- .902 - 1 .752
..

.855 - .825-
kills

Sig. (2-lailed) .000 .000 .000 .000 .000

N 69 69 69 69 69 69

Provision of training and Pearson Correlation .632- .804- .752- 1 .860- .868-
development
opportunities

Sig. (2-tailed) .000 .000 .000 .000 .000

N 69 69 69 69 69 69

lnaeased level of Pearson Correlation .630- .852 - .855- .860 - 1 .862-
organization skills!
Knowledge

Sig. (2-tai1ed) .000 .000 .000 .000 .000

N 69 69 69 69 69 69

Encourage use ofT&D Pearson Correlation .734 - .871- .825- .868- .862- 1
opportunities

Sig. (2-tailed) .000 .000 .000 .000 .000

N 69 69 69 69 69 69

... Correlation IS Significant at the 0.01 level (2-taded).

Source: LVSWSB 2014

From Table 4.12, the output showed that there was a positive correlation (0.860) between

provision of training and increased performance in the organization due to levels of skills

and knowledge acquired. There was a positive correlation (0.804) between training and

development on increased employee technical work skills. There was also a positive

correlation (0.871) between encouragement to use training and development opportunities
and the level of performance through levels of technical work skills as well as a.positive

•
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correlation(0.862) between encouragement to use training and development opportunities

and level of organization skills and knowledge. It was also observed that there was a

positivecorrelation (0.752) between the provision of training and development

opportunitiesand the application of learnt skills by employees. The output showed that
I

therewas a positive correlation (0.673) between employee involvement in identifying

neededskills and the level of technical work skills as well as a positive correlation

(0.630) between employee involvement in skills identification and the level of skills and

knowledgein the organization. These positive correlations implied that provision of

trainingand development leads to increased organizational performance. There was a

statisticallysignificant (p < .05) linear relationship between employee development and

organizationalperformance since all the indicators of the two variables (employee

development and organizational performance) were significant (p=O.OOO). It can be

inferredthat employee training development has significant influence on organizational
performance.

4.6Analysis of employee goals on performance of LVSWSB

Thesecond objective of the study to be explored was the effect of employee goals on the

performanceof LVSWSB. In a continuously changing business environment, strategies

are aligned towards the achievement of organizational goals. To this effect, the human

resourceas a resource of the organization itself has to have its goals aligned to those of

theorganization. One operational element of coaching involves the managers and heads

of departments setting employee objectives. As such this study explored the effect of

employeegoals on the performance of both employees and the department.

4.6.1 Setting of employee goals by managers/supervisors
The first sub-theme of this objective explored the setting of employee goals by the

supervisors and managers of LVSWSB. The fmdings of this study are presented in table
4.13 below,

Table 4.13: Frequency of setting employee goals

Responses Frequency Percentage (%)

Yes 64

5

92.8

7.2No

Total 69 100

S01Jrce:LVSWSB 2014
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Fromtable 4.13 above, 64 (92.8%) of the respondents indicated that their managers and

supervisors set goals for them. 5 (7.2%) of the respondents indicated that their managers

do not set goals for them. This finding indicated that there is considerable coaching

activities in the operational areas through the means of setting goals an~ the possibility

that those goals are in line with those of the organization. The fmdings support the

assertion by Vander Sluis and Schreiner (2001) that coaching involves the drafting up of

employee goals by respective managers and supervisors and letting employees know what

theymust accomplish and how they shall accomplish the designated objectives.

4.6.2 Employee involvement in setting goals

The study also sought to establish whether the employees were involved in setting of

individual goals by the managers and supervisors. This would allow the study to asses if

employee goals were harmonized with organization goals. The findings are presented in

table 4.14 below.

Table 4.14: Employee involvement in setting goals

Response Frequency Percentage (%)

Strongly agree

Agree

Neutral

Disagree

Strongly disagree
-

40

22

6
1

o

58.0

31.9

8,7

1.4

0.00

Total 69 100

Source: LVSWSB 2014

As observed in table 4.14 above, 40 (58.0%) of the respondents strongly agreed that their

respective managers and supervisors involved them in setting employee goals. 22 (31.9%)

of the respondents agreed that their respective managers and supervisors involved them in

setting goals. 6 (8.7%) of the respondents neither agreed nor disagreed on their

involvement in setting goals while 1 respondent disagreed on whether they were involved

in setting individual goals by their managers and supervisors. This findings suggest that

the greater practice in the departments is for managers to involve the operations staff in

setting their individual goals. The findings supports the contributions of Van der Sluis and

Schreiner (2001) that the coach (manager) and the coachee(operations staff) should draft

up a-plan together for achieving the main department goals.
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4.6.3Periodic review of employee goals

The study investigated whether the goals set by the managers and supervisors were

continuously reviewed to conform to the changing opportunities and threats in the work

place environment that affect the achievement of organizational goals by departments.

Thefindings of the study are presented in table 4.13 below.

Table4.15: Periodic review of employee goals

Responses

Yes

No

Total

Source: LVSWSB 2014

Frequency

62

7

Percentage (%)

89.9

10.1

100

As shown in table 4.15 above, 53 (89.9%) of the respondents indicated that the goals set

by the managers were reviewed continuously while 24 (10.1%) of the respondents

indicated that the goals set by the supervisors were not reviewed continuously. This

findings suggest that the managers and supervisors generally review the set goals and

align the goals set for the employees to the environment in which the organization

operates hence flexibility in adjusting to changes in the business environment. This

supports the assertion by Vander Sluis and Schreiner (2001) that coaching for

performance can help the employee to clarify performance goals and help the coachee

assess hislher performance continuously, through obtaining feedback on strengths and

weaknesses, and therefore enhance their effectiveness in achieving set goals.

4.6.4 Extent to which employee goals are aligned to organization goals

The study investigated the extent to which the employees perceived the goals set by their

department managers and supervisors aligned with the organizations performance Boals.

The results of the study are presented in table 4.14 below.

42



I.
Table4.16: Extent of employee goals alignment to organization goals

Frequency Percentage (%)Response

Verywell
Well
Adequately
Poorly
Verypoorly

35
8
14
5
7

50.7
11.6
20.3
7.2
10.1

Total 69 100

Source: LVSWSB 2014

From the findings in table 4.16 above, 35 (50.7%) of the respondents indicated that the

goals set by their managers and supervisors aligned very well with the organizations goals

while 8 (1l.6%) of the respondents indicated that the goals aligned well with the

organizations goals. 14 (20.3%) of the respondents indicated that the goals adequately

matched the organizations goals while 12 respondents indicated that the goals set by their

managers and supervisors poorly and very poorly matched the organizations goals. These

findings suggest that the goals set by managers and supervisors largely aligned with the

organizations goals. This finding supports the contributions of Johnson and Scholes

(2009) that as a result of broadening the core responsibilities of first-line supervisors and

managers, they in turn develop the competencies of subordinates and align their

performance with the strategic goals of the organization

4.6.5 Effect of employee goals on organization performance
Table 4.17: Effect of employee goals on organization performance

Coefficients'

StandardizedcoemCleflIli

Model B Std. Error Beta t Sig.

1 (Constant) 2.831 .259

Empioyeedevelopment -.203 209 -.078

Employeegoals .310 .122 .280

Feedbackand evaluation -.398 .045 -.725 .000

a. DependentVariable:Organizationperformance

Source: LVSWSB 2014
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From the results in table 4.17 the standardized Beta coefficient for employee goals is

(0.280)which infers that 28% of the change in organization performance can be

explainedform changes in employee goals. It was also observed that of the 3 independent

variables,employee goals influenced the second highest variance in organizational

performance.These findings support the findings of O'Leary et al. (1994),_ whose study

concludedthat employee goals resulted in a positive effect on organization performance

andthe findings of Mento et al. (1987) that employee goals had a significant and positive

relationshipwith employee performance. The fmdings show that employee goals can

yield a substantive contribution to increasing organization performance and the

managementin place should expand the application of setting employee goals to achieve

furtherimprovement in organization performance.

Table4.18: Influence of employee goals on organization performance

Correlations

Managerial
involvement of Extent of
employees in alignment to Achievement of Periodic review of
setting goals organization goals department goals employee goals

1 .939- .719- .756-

.000 .000 .000

69 69 69 69

.939- 1 .756- .697"

.000 .000 .000

69 69 69 69

.719- .756- 1 .483-
.000 .000 .000

69 69 69 69

.756- .697- .483- 1

.000 .000 .000

69 69 69 69

Managerialinvolvement of
em~~insettinggoals

Pearson Correlation

Sig. (2-tBiled)

N

Extentof alignment to
organizationgoals

Pearson Correlation

Sig. (2-tailed)

N

Achievementof department Pearson Correlation
goals

Sig. (2-tailed)

N

Periodicreview of employee Pearson Correlation
goals

Sig. (2-tBiled)

N

**. Correlation ISSignificant at the 0.01 level (2-talled).

Source: LVSWSB 2014
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FromTable 4.18 the output showed that there was a positive correlation (0.483) between
periodicreview of employee goals and organization performance through achievement of

departmentalgoals. There was a positive correlation (0.697) between periodic review of

employeegoals and extent of alignment of employee goals to organization goals. It was

observedthat there was a positive correlation (0.939) between employee involvement by

managementin setting employee goals and extent of alignment of employee goals to

organization goals as well as a positive correlation (0.719) between employee

involvementby management in setting employee goals and achievement of departmental

goals. The results also showed that there was a positive (0.756) correlation between

extent of alignment to organization goals and the achievement of departmental goals.

Thesepositive correlations implied that employee goals lead to increased organizational

performance. There was a statistically significant (p < .05) linear relationship between

employeegoals and organization performance since all the indicators of the two variables

(employee development and organizational performance) were significant (p=0.000). It

can be inferred that employee goals has significant influence on organizational

performance.

4.7Analysis of Feedback and evaluation on performance of LVSWSB

The final objective of the study to be investigated was the effect of feedback and

evaluation by department managers and supervisors on employees on the performance of

LVSWSB. Studies have shown that a dialogue-based coaching intervention leads to

successful performance by enhancing peer relations and enabling organizations to

develop and use cellective knowledge. Feedback and evaluation is a dialogue tool which

shares universal acceptance in many types of coaching. Feedback provides a way to help

the client gain greater insight concerning his or her ownsubjective experience, which can

lead to better management of performance and eliminate subjective distortion of events.

As such in this study it was important to explore areas of feedback and evaluation in the

coaching process.

4.7.1 Extent of provision of timely and appropriate feedback to employees

The study sought to explore the extent to which the employees are provided with timely

and complete feedback on their performance from their department managers and

supervisors. The findings of the study are presented in table 4.15 below.
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Table4.19: Frequency of timely and appropriate feedback on performance

Response Frequency Percentage (%)

Always 7 10.1

Often 47 68.1

Sometimes 8 11.6

Seldom 7 10.1

Never 0 0.00

Total 69 100

Source: LVSWSB 2014

From table 4.19 above, 7 (10.1%) of the respondents indicated that they are always

provided with feedback on their work place performance while 47 (68.1%) of the

respondents indicated that they often received feedback on their performance from the

managers and supervisors. 8 (11.6%) of the respondents indicated that they were

sometimes provided with timely feedback on their work place performance and 7

(10.01%) of the respondents indicated that they were seldom provided with feedback on

their performance. The fmdings suggest a well-established mechanism for informing

employees of their performance allowing them to make prudent adjustments to their work

efforts to improve their performance. The fmdings support the contribution of Diedrich

(1996) that in the workplace the coach may manage the continuous process of receiving,

reviewing, and utilizing feedback from the client.

4.7.2 Provision of Information on organizational performance policies to employees.
The study explored to what extent the employees were able to prudently access emerging

information on organization policies from the managers and supervisors in the

departments. The findings are presented in table 4.16 below.

Table 4.20: Frequency of provision of Information on organization policies

Response Frequency Percentage (0/0)

Always
Often
Sometimes
Seldom
Never

11
35
10
3
10.

15.9
50.7
14.5
4.3
14.5

Total 69 100

Source: LVSWSB 2014•
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Fromtable 4.20 above, the majority of the respondents indicated that they were prudently

informed about changes to organization policy by their managers and supervisors with 11

(15.9%) and 35 (50.7%) of the respondents indicating that they were always and often

informed of policy developments by their managers and supervisors respectively. 10

(14.5%) of the respondents indicated that they sometimes received information on policy

developments awhile 10 (14.5%) of the respondents indicated that they never received

information on policy developments from their department managers and supervisors.

This findings strongly indicates that the managers and supervisors ensure all

organizational policies and decisions are prudently communicated to the employees

through feedback sessions and support the assertion of Dalton (1996) that there is a

growing trend to use information from feedback contained within the reports for

administrative purposes such as awarding of promotions and raises and communicating

organization performance policies.

4.7.3 Provision for employee meetings with managers and supervisors

The study investigated whether the managers and supervisors facilitated deliberation

meetings with each and every employee in their respective departments. This was

important to assess whether feedback was achieved through coaching on a one on one

basis. The findings of the study are displayed in table 4.17 below.

Table 4.21: Meetings with management

Responses Frequency Percentage (%)

Yes

No

57

12

82.6
17.4

Total 69 100
Source: LVSWSB 2014

From table 4.21 above, 57 (82.6%) of the respondents indicated that they held personal

meetings with their manager and supervisors while 12 (17.4%) of the respondents

indicated that they did not hold personal meetings with their respective department

managers and supervisors. This findings indicate that the managers and supervisors have

an established policy of feedback sessions for employees within the organization.
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4.7.4Management use of feedback assessments to employees

The study explored the key areas of use by the managers and supervisors of feedback

evaluations through the coaching process. The fmdings are presented in table 4.18 below.

Table4.22: Managerial use offeedback assessments through coaching

Measures Always Often Sometimes Rarely Never

To modify the 23 (33.3%) 28 (40.6%) 5 (7.2%) 10 (14.5%) 3 (4.3%)

employees goals

To identify 17 (24.6%) 22 (31.9%) 16 (23.2%) 2 (2.9%) 12 (17.4%)

employee

development needs

To improve 50 (72.5%) 14 (20.3%) 5 (7.2%) 0(0.00%) 0(0.00%)

employee

performance

Source: LVSWSB 2014

From table 4.22 above, a total of 51 (73.9%) respondents indicated that the managers and

supervisors always and often use feedback and evaluation' for modifying employee goals.

A further 64 (92.8%) of the respondents indicated that the managers always and often use

feedback and evaluation for improving employee performance. 17 (24.6) and 22 (31.9%)

of -the respondents indicated that. the supervisors always and often used feedback:
assessments to identify employee development needs respectively while 14 (20.3)

respondents indicated that the managers and supervisors rarely and never used feedback

assessments to identify employee development needs. The findings suggest that feedback

assessments are extensively used in the organization to generally improve departmental

performance trough improving employee performance. This finding supports Diedrich

(1996) who said that feedback concerning performance helped to enhance subsequent

performance. It also supports the contribution of Campbell et al. (1993) that feedback

information needs to include information on how these opportunities relate to the

characteristics and preferences of individuals, so that individuals can identify

opportunities appropriate to them.
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4.7.5Effect of feedback and evaluation on organization performance
Table4.23: Effect offeedback and evaluation on organization performance

Coefficients"

UnstandardizedCoefficients
Standardized
Coefficients

Model B Std. Error Beta

1 (Constant) 2.831 .259

-.203 .209 -.078Employeedevelopment

.310 .122 .280Employeegoals

-.398 .045 -.725 .000Feedbackand evaluation

8. DependentVariable:Organizationperfonnance

Source: LVSWSB 2014

t Sig.

-.974

10.914 .000

.334

2.539

-8.867

.014

From the results in table 4.23 the standardized Beta coefficient for feedback and

evaluation is (-0_725) which infers that 72.5% of the variant change in organization

performance can be explained form changes in feedback and evaluation. It was also

observed that of the 3 independent variables, feedback and evaluation influenced the

greatest variance in organizational performance. In addition it was observed that feedback

and evaluation was the most statistically significant variable (p-value 0.000 < p-value

0.05), These findings contradict the conclusions of Smith & Smoll (1990) that the

increased awareness through feedback and evaluation in departments will lead to their

higher performance- The fmdings justify the need to withdraw the use of feedback and

evaluation in the organization.
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Table4.24: Influence of feedback and evaluation on organization performance

Correlations

Extent of timely Number of Frequency of
feedback and customer policy Degree of Regular team

evaluation complaints communication su~on meetings held

Extent of timely feedback Pearson Correlation 1 -.751- .717- -.679- .624-
and evaluation

Sig. (2-tailed) .000 .000 .000 .000

N 69 69 69 69 69

Number of customer Pearson Correlation -.751
..

1 -.937- .899" -.762"
complaints

Sig. (2-tailed) .000 .000 .000 .000

N 69 69 69 69 69

Frequency of policy Pearson Correlation .717- -.937- 1 .rt« .864-
communication

Sig. (2-taited) .000 .000 .000 .000

N 69 69 69 69 69

Degree of supervision Pearson Correlation -.679
..

.899
..

-.779
..

1 -.562
..

Sig. (2-tailed) .000 .000 .000 .000

N 69 69 69 69 69

Regular team meetings held Pearson Correlation .624 - -.762- .864 - -.562- 1.
Sig. (2-tailed) .000 .000 .000 .000

N 69 69 69 69 69

**. Correlation IS Significant at the 0.01 level (2-talled).

Source: LVSWSB 2014

From Table 4.24, the output showed that there was a negative correlation (-0.751)

between extent of timely feedback and evaluation and organization performance through

the number of customer complaints as well as a negative correlation (-0.679) between

extent of timely feedback and evaluation and the degree of supervision. It was also

observed that there was a positive correlation (between extent of timely feedback and
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evaluation and frequency of policy communication to employees. It was also observed

that there was a negative correlation (-0.937) between the frequency of policy

communication and number of customer complaints as well as a negative correlation (-

0.779)between frequency of policy communication and degree of supervision. Further it

was observed that there was a negative correlation (-0.762) between ~regular team

meetings held and number of customer complaints. In addition there was a positive

correlation (0.864) between regular team meetings held and frequency of policy

communication to employees. Further, there was a negative correlation (-0.562) between

regular team meetings held and degree of supervision of employees. The results also

showed that there was a positive correlation (0.624) between regular team meetings held

and extent of feedback and evaluation in the organization. These correlations implied that

feedback and evaluation lead to increased organizational performance. There was a

statistically significant (p < .05) linear relationship between feedback and evaluation and

organization performance since all the indicators of the two variables (employee goals

and organizational performance) were significant (p=0.000). It can be inferred that

feedback and evaluation has significant influence on organizational performance.

4.8: Summary

Table 4.25: ANOVA table

Model
Sum of
Squares

ANOVAb

Sig.Df Mean Square F

Regression. 35.981

7.091

43.072

1

Residual

Total

3 11.994 109.937

65 .109

68

.000a

Source: LVSWSB 2014

a. Predictors: (Constant), Employee development, Employee goals, Feedback and
evaluation

b. Dependent Variable: Organization performance

The ANOV A table 4.25 shows that the F-statistic value of 109.937 (p-value <0.05) was

significant at the 0.05 leveL
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Table 4.26: Model Summary

Std. Error of the
Model R R Square Adjusted R Square Estimate

1 .914a .835 .828 .33030

Model Summary

Source: LVSWSB 2014

a. Predictors: (Constant), Employee development, Employee goals, Feedback and
evaluation

From the model summary table 4.26, the R2 (0.835), which was the explained variance

suggests that 83.5% of the variance in organizational performance could be "accounted

for" by information about various predictors (employee development, employee goals

and feedback/evaluation) while other factors other than these predictors account for 16.5

% of the variance in organizational performance.

The regression equation is thus:

Organizational Performance = 2.831 -0.203*employee development + 0.310*employee

goals - 0.398* Feedback and evaluation + 0.33030

Ranking the independent variables (predictors) in terms of the variable that best predicts

performance of the organization; feedback and evaluation was the best predictor,

followed by employee goals and then employee development. In terms of which of the

independent variables were significantly related to organizational performance; feedback

and evaluation was the best predictor, followed by employee goals and then employee
development.
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CHAPTER FIVE

SUMMARY OF FINDINGS, CONCLUSIONS AND RECOMMENDATIONS

5.1 Introduction
This chapter presents a summary of the findings based on the objectives, the study

conclusions, recommendation, limitations of the study and suggestion for further study.

5.2 Summary of rmdings
The analysis of the effect of employee development on organization performance found

that although employee development increased the level of skills in the organization and

more so those of a technical nature and allowed for their application in the work place,

employee development as a component of coaching strategies made a contribution of 7.8%

of the change in organization performance.

Findings from analysis of the effect of employee goals on organization performance

showed that while employee goals stimulated an increase in the achievement of

departmental goals and improved alignment of employee goals to the organizations goals, it

contributed to 28% of the change in organization performance.

The analysis of the effect of feedback and evaluation on organization performance found

thatfeedback and evaluation resulted in a reduction in the number of customer complaints

and the degree of supervision in the organization while increasing policy communication to

employees. It contributed to 72.5% of the change in the organization performance.

The study found that the combined effect of the identified factors of co~chint5 in:tllJen9~~

83.5% of the change in organization performance.

5.3 Conclusion

The study was aimed at examining the effect of coaching strategies on performance. From

the findings the study concluded that feedback and evaluation yielded the greatest effect

to organization performance by decreasing performance while employee goals

contributed modestly to increase performance. The study also established that employee

development contributed the least effect and also decreased performance.
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5.4 Recommendations
The following recommendations should be implemented with a view of providing well-

structured coaching resources that meet the performance requirements of the

organization.

i. The study recommends that the organization withdraw the use of existing

employee development practises for the employees in state corporations

i. The study recommends that the organization increase the use of setting goals for

employees in state corporations.

ii. The study recommends that the organization withdraw the practise of feedback

and evaluation throughout the state corporations.

5.5 Limitations of the study
i. The study was limited to mostly qualitative measurement of results with little

quantitative measurements.

ii. The study was limited to assessing the general workplace performance and not
their individual social contributions to organization performance.

ill. The study was limited to one state corporation in the identified region

5.6 Suggestions for further study
i. As coaching is a form of investment towards the employees to improve

productivity, therefore the study can also be further explored in terms of Return on

investment in human capital or on intellectual skills of employees.

H. The research can be further explored in terms of psychological factors involved in

coaching such as their effect on attitude and behaviour of employees in
organizations.

Hi. The study suggests that similar studies need to be done in other state corporations

in other counties so as to compare with the findings of this study.
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