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ABSTRACT 

The Eskom Academy of Learning in KZN (KwaZulu-Natal) occupies the role of 

Learning and Development; therefore, it provides training to employees for the sole 

purpose of closing the competency gap by building a highly skilled workforce that will 

meet the strategic objectives of the organization. The main purpose of this study was 

to assess the services delivered by Eskom Academy of Learning, with a particular 

focus in Eskom KZN. The three objectives of the study were to assess customer 

satisfaction from the services delivered by Eskom Academy of Learning KZN, to 

identify areas of improvement within Eskom Academy of Learning KZN and to 

recommend practical strategies for enhancing customer service in Eskom Academy 

of Learning KZN. This study used a mixed methods approach to conduct the survey. 

The target population was 185 Eskom employees for quantitative survey and 5 senior 

managers for qualitative survey. This included male and female students employed 

within Task Grading T05-E Band. Two data collection instruments were developed for 

the study, to satisfy the requirements of the design. Following the online questionnaire, 

which was structured on a five-point Likert scale, in-depth personal interviews were 

conducted. To select participants for the quantitative data collection, the researcher 

used systematic random sampling. Quantitative data analysis was conducted first, 

using the Statistical Package for the Social Sciences (SPSS) version 28.0; while 

thematic analysis was used to analyse data obtained from interviews. The results 

indicated that the Eskom Academy of Learning has been effective in meeting its goals, 

indicated by a significant level of satisfaction among employees. The findings further 

revealed the determinants of customer satisfaction. While the academy has largely 

been able to satisfy the employees, information gathered from the interviews identified 

areas that require improvement.  

Four main strategies are suggested for the improvement of customer service in Eskom 

Academy of Learning, namely: fostering a culture of customer satisfaction surveys, 

being aware of the business training needs through Individual Development Plans, 

proactive planning of training interventions and conducting on-job post assessments 

to determine if training received was relevant and effective. 
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CHAPTER ONE 

INTRODUCTION 

1.1 Introduction 

The Skills Development Act (no. 97 of 1998 (2)) was intended to build the capacity of 

the South African workers without prioritising class, status, or level.  It focuses on 

improving investment in education and training in the labour market and to improve 

the return on that investment. This legislation inspires employers to create a conducive 

working space which can be utilised for development of the various capacities of the 

workers, to give workers with opportunities and freedom to learn new traits and 

competences, acquire new information and specialised knowledge and skills as well 

as get the practical on the job learning especially for workers entering the labour 

market for the first time.  

The intention of this legislation is to facilitate a space for employees to take leading 

positions in their organisations; to redesign the workspace so that it caters for those 

who in the past suffered from unfair discrimination and to correct the wrongs by 

providing training and education; and to ensure the highest standard of education and 

training in and for the workspace. Additionally, the Act contributes to the economy by 

assisting those who are out of employment for example through retrenchment to get 

back to the workspace, facilitates the job matching of employers with potential 

employees based on their skills, and it controls and oversees the matters which relate 

to employment. Penceliah, Noel and Adat (2015) mentioned that a worker needs to be 

supported in the development of their skills base to achieve their obligations through 

effective and efficient training programmes. They argue that this goes a long way in 

helping a worker gain courage and determination in their work performance.  

This research assesses customer satisfaction from the services delivered by Eskom 

Academy of Learning in Eskom KwaZulu-Natal.  Included in this chapter are the 

background of the study, the problem statement, purpose, objectives, questions, major 

contributions, and the scope of the study, together with the dissertation structure. 

O’Sullivan (2010) wrote that service excellence can be seen by checking the level (and 

consistency) in which the expectations are met or exceeded. Excellence is one way in 

which the business can grow, get more clients, and generate more profits. 
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 1.2 Research problem 

The Eskom Academy of Learning Customer Service Survey, which was conducted in 

2016, produced results showing areas requiring improvement to offer excellent 

customer service. Findings from that survey indicated that EAL KZN needed to 

improve on turnaround time to deliver on training requested, to be customer focused 

and improve its performance, and to treat all trainees in Eskom KZN equally. 

Hamouche and Chabani (2021) emphasized that HRD (Human Resource 

Development) practitioners must assess the standard, the prevalence, and the form 

of communication (formal vs. informal; face-to-face vs. virtual) as well as synergy 

between permanent and non-permanent employees, and to discover areas of 

improvement, to optimize dissemination of information within the organization. 

The Eskom Academy of Learning customer service survey identified gaps within EAL 

KZN which are thus explored in this study. Concerning the backdrop of that survey, it 

became imperative for the researcher in the case of this study to assess customer 

satisfaction from the services delivered by EAL KZN for continuous improvement. 

Meyer (2016) describes learning evaluation as a continuous process to assess the 

quality of the learning interventions and experience before, during and after the 

learning intervention. This is to determine if a learner is able to apply knowledge and 

skills acquired after training and to assess if there is a change in behaviour against 

specified outcomes/outputs.  

This particular conceptualisation by Meyer (2016) captures the essence of the Eskom 

Academy of Learning in KZN which exists to reduce the Eskom skills and training gap 

and to empower workers to perform and meet Eskom objectives with excellence.  

1.3 Purpose of the study 

This research intends to assess the services delivered by Eskom Academy of Learning 

with a particular focus on Eskom in KwaZulu-Natal.  

1.4 Objectives of the study 

Within the confines of this purpose and the above-mentioned knowledge gap, the 

following objectives were conceived to guide the study. 
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• To assess customer satisfaction from the services delivered by Eskom Academy 

of Learning in KZN. Customers for the purposes of this research are the Eskom 

employees who undergo the training delivered by Eskom Academy of Learning in 

KZN. 

• To identify areas of improvement within Eskom Academy of Learning in KZN.  

• To recommend practical strategies in enhancing customer service in the Eskom 

Academy of Learning KZN. 

1.5 Questions 

• Are customers satisfied with the service delivered by Eskom Academy of Learning 

in KZN? 

• What are the areas of improvement within Eskom Academy of Learning in KZN?  

• Which strategies can enhance customer service in Eskom Academy of Learning 

KZN? 

1.6 Contributions of the study 

This study will contribute towards improving the effectiveness of Eskom Academy of 

Learning KZN in achieving its main objective. The main objective of Eskom Academy 

of Learning is to close the competency gap within Eskom and to equip employees with 

the knowledge as well as skills they need to achieve the organisation’s strategic goals. 

To do so, the study not only highlights the strengths and weaknesses of Eskom 

Academy of Learning in KZN, but also highlights opportunities and areas of 

improvement through emphasised scrutiny of the area of customer service.  

Because Eskom Academy of Learning in KZN equips employees so they can be 

effective in their respective work roles, the study will also contribute towards the 

achievement of Eskom’s strategic goals.  

Well-trained employees have the potential to raise the portfolio of Eskom to a higher 

level, and this study, through its direct impact on Eskom Academy of Learning, will 

contribute towards that. The goal is for the development as well as implementation of 

the necessary interventions to boost the effectiveness of Eskom Academy of Learning 

in KZN.  
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1.7 Scope of the study 

As is implied by the topic, the research study was limited only to Eskom KwaZulu-

Natal; hence other regions were not included.  

Because the study followed a cross-sectional design and was conducted in the form 

of a case study, time, cost, and location constraints did not permit the inclusion of other 

regions.  

1.8  Dissertation structure 

This research report comprises six chapters as follows: 

Chapter one – introduction 

This introductory chapter has provided the justification for the study by describing the 

research problem and purpose of the study, its objectives, questions and scope and 

its contribution. After this outline of the dissertation’s structure, the introduction will go 

on to provide the background to the study: a brief background of Eskom, Eskom’s 

mandate, vision, mission and values, Eskom’s life-saving rules, and a brief 

background of Eskom Academy of Learning in KZN, its structure, accreditation 

achievements, customer base and mandate.  

Chapter two – literature review 

This chapter gives an overview as well as an evaluation of current literature on the 

study’s subject area. It includes insight on the critical role of learning and development, 

the importance of evaluation, evaluating customer satisfaction, successful training 

evaluation, training evaluation models and training evaluation techniques. 

Chapter three – research methodology 

The methodological process that was followed to evaluate the aim and objectives of 

the study is systematically conveyed in this chapter. Included in this chapter are 

research methods used, sampling, data collection, information on data analysis, 

reliability, validity, limitations, challenges, shortcomings, and the ethical considerations 

of the study. 

Chapter four – data analysis and presentation  
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The chapter highlights how both quantitative and qualitative results were analysed and 

presents the results. Overall summary of survey was that the customers were happy 

and highly satisfied with the performance of Eskom Academy of Learning in KZN.  

Chapter five – discussion of findings 

Through the discussion, relevance and meaning is given to the results. This chapter 

also discusses areas of improvement as well as strategies for improvement. In this 

chapter, results are linked with the research problem and the reviewed literature. The 

areas of improvement were the following: lack of information required from EAL, lack 

of proactive approach to training, inability to implement some training programmes and 

inability to adapt to new developments in the business. Strategies for improvement 

were the following: being aware of business training needs through IDP’s (Individual 

development plans), proactive planning of training interventions and fostering a culture 

of customer satisfaction surveys.  

Chapter six – conclusion and recommendations 

This is the concluding chapter of this research report, and it includes the researcher’s 

concluding remarks and recommendations for future studies.  

1.9 Background of the study 

 

1.9.1 Brief background of Eskom 

The generation capacity of Eskom ranks among the highest utilities worldwide 

(2012: 41 706 MW). Nationally, it generates at least 95% of the electricity used 

within the country. There is a 40% footprint in the African continent – with more 

than 83% of households having access to electricity in South Africa. It runs 27 

power stations of which 85% of the capacity is coal-fired, with the balance 

composed of a mix of nuclear, open-cycle gas turbine, hydro and pumped 

storage plants. Eskom has a substantial number of kilometres of power lines and 

cables, (Eskom Holdings SOC Ltd 2017b:7). 

 

1.9.2 Brief background of Eskom Academy of Learning KZN 

Khuzwayo (2012) documented the history of the Eskom Academy of Learning in 

KwaZulu Natal. In the late 1980’s, the Technical and other developmental 
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functions of Eskom were situated under one roof. In 1992 the split into technical 

training and non-technical training occurred.  

In the mid-1990’s, Customer Service and ABET (Adult Basic Education and 

Training) development functions were created. In July 2001, the Technical, 

Customer Service, ABET, and Non-Technical components were placed under 

one roof once again, with one manager.  

This created the challenge of integrating the functions. In 2007 and 2008, ETD 

(Education, Training and Development) expanded to cover HRD (Human 

Resource Development).  

Eskom Distribution in KZN has two training centres, namely Mkondeni Training 

Centre and Mersey Training Centre. In 2009, the Mkondeni Training Centre was 

expanded to accommodate the ever-increasing numbers of apprentices. The 

training centre can now accommodate 70 to 120 apprentices at any given time. 

This has ensured, and will continue to ensure, that the training centre produces 

the quality artisans the business and the country so desperately need.  

At the same time Mersey Training Centre was being renovated and was officially 

opened in 2011. Mersey caters for Operations and Maintenance department and 

Major Engineering Works training needs and provides on-site accommodation. 

Eskom Academy of Learning KZN now has a customer base of more than 3000 

people, catering for a variety of needs from Supervisory Development to High 

Voltage Regulations.  

EAL KZN cater for all the needs of the Eskom family, and, if unable to provide 

the training requested, it is sourced for customers. 
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1.9.3 EAL operational structure – central east cluster 

Khuzwayo (2021: 5) confirmed the Eskom Academy of Learning operational 

structure to be as follows: 

 

Figure 2.1: EAL operational structure – central east cluster  

Figure 2.3, reproduced above, indicates the Eskom Academy of Learning 

structure which consists of Manager, Supervisors, Facilitators, Assessors, 

Moderators, Coaches, Mentors and Administrators. EAL has the following 

portfolios that executes employees training needs:  

• Safety (Occupational Health and Safety) and Driver Training Portfolio 

• Artisan/Apprenticeship Training Portfolio  

• High Voltage Operator and Specialised Training Portfolio  

• Medium and Lower Voltage Line Construction Training Portfolio  

• Customer Services and Non-Technical Training Portfolio 

• Training and Events Management Portfolio. 

 

1.9.4 Eskom Academy of Learning KZN customer base 

Mpumulwana (2015) refers to customers as people who need assistance. They 

are not an interruption to one’s job; they are the reason one has a job.  
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Eskom Academy of Learning KZN delivers training to approximately 2432 

employees based in KZN. Eskom employees are customers to EAL. EAL 

customer base covers employees from Distribution, Generation, Transmission 

divisions to mention a few. KZN is divided into three zones, namely 

Pietermaritzburg zone, Newcastle zone and Empangeni zone.  

1.9.5 Eskom Academy of Learning mandate 

The mandate of the Eskom Academy of Learning’s to reduce the skills and 

training within Eskom to create a highly skilled organisation and empower 

guardians to deliver their outputs confidently and effectively. This in turn assists 

Eskom in sustainably delivering on its strategic objectives now and into the future 

(Eskom Holdings SOC Ltd 2017b:16). 
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CHAPTER TWO 

THEORETICAL FRAMEWORK AND LITERATURE REVIEW 

 

2.1 Introduction 

This section engages with theoretical framework and various literatures which have 

been published in the field of human resource management and customer 

Satisfaction. In addition, this chapter highlights various concepts relevant to the 

research. The definition of learning and development and customer satisfaction, as 

seen by various authors, are discussed. 

2.2 Theoretical framework and systems theory in relation to human resource 

management 

Kumar et al. (2020) recorded that sustainable human resource management will 

enable organisations to balance conflicting expectations from different stakeholders 

such as employees, vendors, customers, shareholders, government, and communities 

by ensuring that they create a positive impact on organisational, environmental, and 

financial performance. Furthermore, sustainable human resource management 

benefits can be measured by evaluating organisational, social, individual, and 

ecological performance.  Measures would need to evaluate outcomes such as quality 

of the employment relationship, health, and wellbeing of the workforce, employee 

productivity, quality of relationships at work, potential employer, being recognised 

among a range of potential sources of labour (social), job satisfaction, employee 

motivation, work-life balance (individual) and use of resources. It is evident that Eskom 

Academy of Learning KZN adopts the above theory and concept and conducts 

customer satisfaction surveys with the aim to improve and enhance their service 

delivery. 

Mudor and Tooksoon (2011) in the Journal titled: Conceptual framework on the 

relationship between human resource management practices (supervision, job 

training, and pay practices), job satisfaction and turnover, recorded that even in the 

best of times, organisations must decide how much to invest in on-the-job training, 

balancing the benefits of increased productivity against the cost of training.  
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On the other hand, the employees must retain the high performance of work to show 

their quality of work otherwise will lose their work. Along the same line, the relationship 

between pay practice and job satisfaction is useful to influence motivation of 

employees and achieve higher productivity. 

Harney, B. (2019) in his publication: Systems theory: forgotten legacy and future 

prospects, recorded that systems theory has long informed theoretical developments 

in employment relations and human resource management. The following concepts 

were covered in his publication: 

Systems theory: key purpose and characteristics 

Human resource management should not be viewed as a once-off structural 

intervention, but as an ongoing process concerned with balancing emerging 

contradictions of the employment relationship (Harney 2019). 

Evolution and imprint of systems theory in employment relations and human 

resource management 

The realities of workplace relations could not be simply read off a set of rules or 

policies, nor could they be understood in isolation from either the macro-organisational 

context or internal micro-politics. Overall, it is evident that the evolutions of human 

resource management are likewise characterised by a reference to system-based 

logic, albeit in a more selective and normative manner (Harney 2019). 

Systems theory: application and value 

Harney, B. (2019) further records it can be argued that direct empirical application of 

systems theory is noticeable for its absence in human resource management and 

employment relations. By contrast, much conceptual work has provided models and 

frameworks very much in keeping with systems theory. Change and the dynamics of 

re-organising are rarely considered, especially in human resource management, or 

limited to narrow one-off occurrences, disrupting the stability which is assumed as 

possible and normal. 
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Systems theory: problems and pitfalls 

There are several factors that have hindered the application of systems theory in 

human resources and employment relations. Some of these relate to trends in 

research and others to the inherent characteristic of systems logic (Harney 2019). 

System theory: prospects and potential 

A systems approach offers potential value as it moves away from more reductionist 

analysis towards a concern with holism and contextualism. This potential is reflected 

in the rise of work drawing on ecosystems’ logic. Additionally, a further prospect 

stemming from system logic is that it does not presuppose the existence of a particular 

form of human resource management or employment relations, nor assume the nature 

of its impact as a predetermined given. Instead, by merely sensitizing analysis to key 

determinants, analysis can be open to evidence of how things happen in practice 

(Harney 2019). 

2.3 Literature review on learning and development 

According to Armstrong and Taylor (2017), learning and development (L&D) is defined 

as the system of making sure that an organisation has a team of workers with the 

appropriate knowledge or know-how and diligent workers it needs, and that the 

workers have the opportunity to develop their skills and maximise their capacities. 

Jehanzeb (2022) also confirms that skills development assists workers to acquire 

innovative skills and contributes to the development of the workforce in general.  

In turn, this would present the workers with critical training programs facilitating the 

success of the organisation. This is in line with the human capital theory which argues 

that giving workers training and skills helps them improve their performance. This 

definition captures the crux of the critical role of learning and development in all 

organisations.  In Eskom in particular, Armstrong and Taylor’s (2017) definition 

underpins the primary goal behind the establishment of Eskom Academy of Learning, 

as a driving force to ensure that there is a knowledgeable, skilled, and engaged 

workforce. It is imperative to note that learning and development forms a crucial part 

of an organisation’s learning strategies. Such strategies facilitate the organisational 

betterment and efficiency.  



12 
 

This is done by acquiring and developing awareness, knowledge, methods 

understanding, and practices. This is aligned with the basic principles of human 

resource management, which is investment in people. This is beneficial to the human 

capital required by the organisation as part of its stock of knowledge and skills 

(Armstrong and Taylor 2017). This goal is part of Eskom’s strategic plan, thus the 

existence of the Eskom Academy of Learning. 

Ho, Kuo, and Kuo (2014: 158-174) argue that, for training centres to be successful in 

the market, customer satisfaction is of utmost importance as this will contribute 

towards positive learning experiences. “Employees who are properly trained and 

demonstrate professional customer service skills can improve customer satisfaction 

and loyalty. This helps the business retain customers and improve image”, writes 

Raphoto (2015: 7). 

Additionally, Lovell (2012), in his MBA thesis, found that globalization and technology 

are the driving force to upskill, reskill and multi-skill employees to remain relevant in 

business.  

Therefore, Armstrong and Taylor (2017) emphasise the importance of investment in 

learning and development through provision of a conducive environment which is 

inclusive of ample opportunities, learning infrastructure and the relevant physical 

environment. Eventually the learning responsibility lies with individual workers, who 

are provided with the guidance and support by their seniors and the human resource 

department. The critical role of trainees in being part of their own success is crucial; it 

is a point that is continuously stressed in research. 

In agreement with Lovell (2012), Ahuja and Singh (2020) wrote an article that studied 

the important factors regarding trainers which affect the effectiveness of training. The 

study was conducted by collecting responses through interviews using a structured 

questionnaire format. Feedback of the employees was taken on a five-point Likert 

Scale (1 = Strongly Disagree, 5 = Strongly Agree).  

In many ways, the study echoed the sentiments raised by Armstrong and Taylor (2017) 

concerning the role of learners and those who should provide them with adequate 

support for success.  
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Support is a vital aspect of the entire process, which is why Smith (2018) states that 

there are seven key factors for learning program success, which are: 

• Higher level structure counsel  

• Effective and efficient marketing and communication  

• Facilitating a dynamic management style  

• Aligning training program and business objectives  

• Developing a broad vision and specific goals  

• Creating relationships and partnership 

 

Jehanzeb (2022: 922-944) agreed that managers must be vigilant in implementing 

strategic training plans. Nikandrou, Brinia and Bereri (2009: 255-270) also confirmed 

that the planning of the training program is very important for its total success and 

therefore for training transfer at work.  

The goals and the extent of training, the training methods and means, as well as the 

training place and equipment, are important factors related to training program 

planning.  

Hamouche and Chabani (2021: 366-379), in a study titled “Covid-19 and the new 

forms of employment relationship: implications and insights for Human Resource 

Development”, argued that some organizations may decide not to invest in the training 

and development of atypical workers because they prefer implementing flexible work 

practices instead of standardized work arrangements, or hiring contractual workers. 

Aruldoss et al. (2022) posited that training and development assist workers attain 

satisfaction in their performance. Henceforth, training and development encourages 

workers’ determination and results in job satisfaction.  

In the context of this study, Armstrong, and Taylor (2017) acknowledge that the burden 

also rests with employees to learn and develop, with the guidance of the necessary 

stakeholders. Despite this, a critical point of inquiry still exists when it comes to 

understanding learning and development outcomes and effectiveness, which is why 

there is need for evaluation.  
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Nikandrou, Brinia and Bereri (2009: 255-270) confirm that, when the trainee has a 

vested personal interest in a training program, it is possible that the person will do 

anything she or he can to do well during the training to acquire the knowledge and 

skills she or he values. Furthermore, when the person has set work or career goals 

she or he wants to achieve through training, it is more probable she or he will transfer 

the training to work. 

For this reason, Pangarkar (2018) posits that effective training is more than delivering 

content. It is about how well participants can perform the skills they receive from 

training. Hence assessing and evaluating training received is crucial. 

2.4 The importance of evaluation 

Craig and Kohl (2014) caution that evaluating training must not be a tick box exercise 

as it is most of the time to get it finished. Feedback must be analysed and used to 

improve the service to customers.  

Evaluation is a continuous process to assess the impact and quality of the learning 

experience, application of knowledge and skills, and changes in behaviour against a 

specified outcome or output (Meyer 2016). According to Armstrong and Taylor (2017) 

it is important to evaluate learning to assess its effectiveness in producing the 

outcomes specified when the activity was planned.  

Eskom Academy of Learning KZN aligns to the statements above and executes its 

duties using the process outlined below of managing learning delivery.  
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Figure 2.2: Manage Learning Delivery PCM (Process Control Manual) 

Eskom Academy of Learning conducts customer engagements where employees are 

informed of products and services offered by EAL. In these engagements, employees 

are encouraged to have an approved IDP (individual development plan) which will 

enable them to submit their training needs to EAL in a course application form, for 

further execution. EAL will then use the abovementioned process to deliver employee 

training needs from end to end. 

Mishra (2018) emphasised that there is a need for organisations and managers to 

understand, plan for, and critically evaluate training. Evaluation can indicate where 

improvements or changes are required to make the training even more effective. 
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Evaluation is the integral feature of learning activities. It is the comparison of objectives 

with outcomes to answer the question of how far the event has achieved its purpose. 

Evaluation provides guidance on what needs to be done to ensure that learning 

activities are effective.  

Additionally, Charoensap-Kelly et al. (2015) wrote that, with evaluation, soft skills 

training programs yield positive results even within and amongst the employees 

themselves. It improves internal communication within the organisation and 

understanding of different cultures and personal lifestyles amongst employees; thus, 

managers can measure the effectiveness of the training programme.  

The importance of evaluating training programs which form part of the ADDIE 

(analyse, develop, design, implement and evaluate) process is thus emphasised in 

this study. Evaluation does not end with evaluating a program and all other important 

aspects, but goes beyond classroom, which is to evaluate whether trainees can apply 

knowledge gained from training. As Brimstin and Hester (2015) put it, was there a 

return on investment or return on expectations. 

This view is further explained by Warnich et al. (2015), who highlight that even when 

training and development is finished in the classroom, it has not run its full cycle. 

Training and development objectives define the performance gap between actual and 

desired performance and may be used to measure training and development success. 

Businesses can save on wasteful expenditures on training and offer what is relevant 

to the needs of the business through willing, capable, positive, and determined 

employees (Kunche et al. 2011). 

Nikandrou, Brinia and Bereri (2009: 255-270) note that, with high investment in and 

allocation of resources to training, the need to justify training effectiveness and to 

document that employees can transfer and use the skills learned to their work 

environment has accelerated. Therefore, what counts in every training program is 

whether the participants can transfer and apply the skills they learn to their work. 

According to Armstrong and Taylor (2017), organisations need people with high and 

appropriate levels of knowledge, skills, and abilities. Steps taken to meet this need are 

business-led in the sense that they are based on an understanding of the strategic 

imperatives of the business and support the achievement of its goals.  
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Erasmus et al. (2010) confirm that organisations spend enormous budgets in 

developing their employees to have necessary skills and competencies for business 

and to perform at their best, as well as to exceed goals and objectives. Program 

evaluation is therefore critical to determine if there is, for example, an increase in 

productivity and sales compared to the cost of training.  On that trajectory, Amos et al. 

(2016) emphasizes that, while embarking on evaluating the effectiveness of the course 

is important, businesses should note that the impact of training and development is 

often longer term rather than a quick fix. Other newly learned principles must be 

implemented and entrenched as positive personal habits over time.  

Phillips (2011) proposes a critical question which service providers must examine: is 

there a return on investment in learning programs companies offer, as billions of rands 

are spent as budgets for each financial year. That calls for a need to evaluate if training 

received was beneficial to the organisation and yielded positive company results and 

increases in productivity and profitability.  

It is important to note, as stated by Gordon-Davis (2009), that when conducting 

learning effectiveness evaluations, it is important to have proper planning in order to 

get comprehensive and constructive feedback.  The following are advantages of 

conducting course effectiveness evaluations as stated by Phillips (2011): 

• It makes good economic sense.  

• It increases accountability.  

• It is an important trend.  

• It leads to increased scrutiny of HRD budgets.  

• There is pressure from the top management to make a contribution.  

• There is peer pressure from HRD professionals.  

• It leads to self-satisfaction.  

• It facilitates workers to evaluate their performance.  

• It develops motivation by showing enthusiasm interest in staff development.  

• Determines return-on-investment.  

• Determines opportunities for future training needs.  

• Identifies the effectiveness of various kinds of teaching and it also helps to 

mitigate the HRD risks. 
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Griffin (2012) argued that although there is a lot of money which is invested in learning 

and training of workers, the evaluation programmes are not as famous. Some of the 

reasons for such includes the lack of supportive organisational environment and a lack 

of effective measurement instruments. There is a tendency to miss the critical 

departure point, which are the needs of workers or practitioners.  

Shenge (2014) highlights that evaluation of training programs is necessary and 

beneficial for successful management of organisations. When training and learning 

development is effective, it corrects employee and organisational deficiencies. 

Additionally, O’Sullivan (2010) confirmed that a business should ensure that there is 

an open channel for communication and feedback from clients. Management cannot 

make the changes that are necessary to address the client’s needs and problems if it 

is not aware of such needs and problems.  

 

2.4.1 Lessons from previous studies 

There are numerous studies that support the stance taken in this research to 

evaluate the training that is provided by Eskom through EAL. For instance, Griffin 

(2010), in a paper reviewing the state of training evaluation in the workplace, 

presented barriers preventing wide scale and effective evaluation because other 

organisations ignore such and regard it as wasting time and money. His findings 

include discovering that a limited number of organisations go through a review 

process of the changes on an individuals or teams. Organisations put less 

emphasis on training and development and measuring training is less of their 

worry. This particular study highlighted the need to evaluate training 

programmes. It showed how the lack of a proactive approach in understanding 

the impact and outcomes of training initiatives could have disastrous 

consequences in the area of human capital, which is an organisation’s largest 

asset.  

Nikandrou, Brinia and Bereri (2009: 255-270) conducted in-depth personal 

interviews that were conducted to find out the perceptions of those trained 

regarding the level to which training transferred to everyday performance. The 

response from one participant stated that knowledge becomes obsolete as time 

passes, and hence knowledge refreshment was needed.  
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Another participant mentioned that training was purely for personal growth; it has 

nothing to do with the job.  

Further, Scaduto, Linsday and Chiaburu (2008) conducted an employee survey 

of 495 trainees. The findings stated that it is important for leaders and 

management to buy into the concept of training, development, and evaluations. 

These yield a positive return for the performance of the organisation, as well as 

motivating employees to excel in their work functions (Scaduto, Linsday and 

Chiaburu 2008).  

Farjad (2012), in his case study about the effectiveness of evaluation of training 

courses at the university using the Kirkpatrick model, shows that effectiveness of 

training courses is below standard level. It also shows that data gathered about 

effectiveness of evaluation indicated that reaction, learning behaviour and 

organisational levels need to be improved. The study showed that the 

effectiveness of evaluation in the subject centre needed to be improved through 

implementation of optimising training design, redefining training roles, providing 

enough budget, management commitment, attention to individual, job and 

organizational needs and motivation mechanism, and use of ongoing and 

summative evaluation. Feedback after training evaluations must not be left 

unattended but programs must be edited and improved for the better. In other 

areas, the wheel will have to be reinvented for the benefit of meeting customer 

needs and expectations. 

Additionally, Sahni (2020) undertook a study to investigate the effectiveness of a 

managerial time management training with the help of the Kirkpatrick framework. 

Two sets of questionnaires were filled by the trainees: the first one assessed the 

training satisfaction and the second measured the learning of trainees 

immediately after completing the training. The findings suggest a high level of 

training effectiveness at both levels, satisfaction, and learning. The training 

success was associated with four factors: practical orientation, training 

environment, role of trainer, and training usefulness. The study further shows 

that participants’ responses to the survey questions depicted a heightened 

awareness and knowledge about the different techniques to manage time well.  
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The experience-sharing and interactive sessions were rated as most useful 

because they shared the real-life cases and taught how to solve the problems in 

the field. Most importantly, the study highlights and confirms that insight on 

training programmes can only be gained through evaluation.  

In the study that Nawangwulan et al. (2020) conducted, which aimed to describe 

the conceptual model of effective communication and collaboration training 

evaluation to improve the performance of employees in the national nuclear 

energy agency, the following process was formulated.  

Development of evaluation in this model was divided in three stages, which were 

planning, implementation, and evaluation. At the planning stage, there was need 

identification, determination of training materials, time and place of 

implementation, determination of resources (facilitator and training participants). 

At the implementation stage, four levels were developed, namely the reaction 

level, learning level, behaviour level, and result level. Finally, in the evaluation 

stage, there were assessments based on effective communication and 

collaboration indicators that were packaged into pre-test and post-test and 

showed effective results in improving the performance of training participants. De 

Klerk (2020: 15-20) recorded that the architecture of the Eskom Management 

Development Programme for Supervisors, Middle Managers and Senior 

Managers includes the learner post-training assessment determining the 

business impact after three months of completing formal training.  

Joseph (2020), in a fact sheet of the South African Board of People Practice 

(SAMPP), wrote about the “Role of algorithms, automation and artificial 

intelligence in human resources management”. Part of the recruitment process 

flow chart is that, after an employee has been selected and appointed, training 

needs analysis must be done, training for the employee must be planned and 

conducted, the training outcome is to be evaluated, performance must be 

monitored, and then it should be determined if skill has been achieved or not.  
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This is in support of this study I’m undertaking. (See complete flow chart below 

in Figure 2.3).  

 

Figure 2.3: Recruitment Process Flow Chart (Joseph 2020) 

Pineda (2010) records that training is a key strategy for human resource 

development and in achieving organisational objectives. Organisations and 

public authorities invest large resources in training, but rarely have the data to 

show the results of that investment. Only a few organisations evaluate training in 

depth due to the difficulty involved and the lack of valid instruments and viable 

models.  

Findings of the study Pineda (2010) conducted, titled “Evaluation of training in 

organisations: a proposal for an integrated model”, confirmed that an analysis of 

pedagogical aspects enables training professionals to improve training quality as 

they can identify any weaknesses in elements such as training design, needs 

analysis and training implementation.  
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2.4.2 Possible challenges for organisations 

Meyer (2016) records that it is concerning that most of the learning programmes 

in South Africa were found to be ineffective, as documented in the Deloitte 

Human Capital Trends Report 2016; hence the need to evaluate HRD 

programmes. Offering ineffective training programs contributes negatively to the 

business as it is a waste of time, money, and effort. Kodwani and Kodwani (2021: 

321-337), however, believed that organizations invest a substantial amount of 

money on hiring qualified and skilled trainers to design and deliver training 

programs effectively.  

O’Sullivan (2010), on the other hand, mentions factors within the work situation 

that are obstacles (“roadblocks”), and which cause so much negative energy that 

they affect the ability to deliver what is intended. These factors could be any of 

the following: untrained staff, staff shortages, the computer systems and support 

systems being used, red tape and the processes being applied, low staff morale, 

union problems and unsatisfactory working conditions. 

Berge (2008) argues that training sometimes lacks planning, sponsorship and 

budget, or training is done for the wrong reasons. Evaluation of training is also 

difficult because operating unit managers are looking for increased performance 

and not necessarily the increased learning by which trainers usually judge the 

success of their training. He ends with note to say that there need to be simple 

ways to evaluate and measure effectiveness of training; at the moment, methods 

used are not easy to use. 

In Eskom KZN individual learner progress is tracked by using the micro plan in 

the form of a learner logbook where formative and summative assessments are 

recorded during knowledge and practical training.  

EAL also visits Eskom Customer Network Centres and cater for overseeing the 

coaching and mentoring aspects of workplace learning (Quality Council for 

Trades and Occupations, learning matters: 2019: 25).  
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The challenges that arise with the need to evaluate training programmes are 

numerous, and thus important information such as data, time for participant and 

supervisor, cost of collecting data, accuracy including validity and reliability of the 

instrument used to collect data, usefulness of data collected by additional 

techniques, and the culture and philosophy of the organisation is critical to 

consider when evaluating the effectiveness of training. Phillips and Phillips 

(2016) also mention the ability to ask tough questions and embrace tough 

answers as part of the evaluation process.  

2.5 Evaluating customer satisfaction 

It is difficult to measure customer satisfaction because trainees are at liberty to be 

involved or not be involved in the evaluation process (Phillips 2011). Learning 

programmes must be evaluated and failure to do so could lead to service providers 

offering irrelevant training which will not be able to satisfy employee training needs or 

offer a delightful experience to trainees.  

O’Sullivan (2010) posed the question: how is service actually measured? There are 

several options. In the main, it is all about asking and listening to the client.  

This is achieved by asking the client politely and directly for feedback, through surveys 

or questionnaires and by means of market or consulting research.  

Khan (2022: 9) records that Eskom Academy of Learning processed 80 learner-

feedback forms for the month of July 2022.  
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Below is the summary of the report.  

 

Figure 2.4: Summary of report on EAL learner feedback forms for July 2022.Key:  Blue – Poor, 

Green – good, Purple – excellent and Red – need improvement. 

Summary report: 98% Learner satisfaction was achieved (good and excellent ratings) and 2% 
was non-satisfaction (poor and need improvement ratings). 

2.6 Chapter summary 

This chapter intended to provide a literature to underpin this study, by establishing 

how the current study is situated within the wider body of knowledge on the subject 

area. In the next chapter, the methodological process that guided the research is 

presented.  
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CHAPTER THREE 

RESEARCH METHODOLOGY 

 

3.1 Introduction 

This chapter presents a detailed description of the methodological process that was 

followed to conduct the study. The objective of this research study was to assess 

customer satisfaction from the services delivered by Eskom Academy of Learning in 

KZN, identify areas of improvement within EAL and recommend practicable strategies 

for enhancing customer service in EAL. A mixed-method research design was used to 

meet this objective, combining a quantitative survey with qualitative interviews. This 

chapter justifies a key decision to adapt an initially purely quantitative design to 

become a mixed-methods study. The chapter also highlights the experiences of the 

researcher throughout the research process. Important methodological research 

stages that are discussed in this chapter include the research design, the type of 

research, sampling, and data collection (a systemic random sample for the quantitative 

survey, and purposive sampling for the qualitative interviews), as well as analysis. The 

chapter further includes details on how the researcher safeguarded both the reliability 

and the validity of the study, together with an analysis of ethical issues and limitations 

that were encountered in various stages of the research process.  

3.2 Research methodology 

The research methodology is the general approach the researcher takes in carrying 

out the research project (Leedy and Ormrod 2014). The methodological approach 

dictates the particular tools the researcher selects and makes use of in completing a 

research study (Leedy and Ormrod 2014). While the research methodology dictates 

how a study will be conducted, determining which methodology to use is premised on 

the objectives of the study, together with the subject being investigated.  

To select the appropriate methodology for the study, initially, due consideration was 

given to the aim of the study, which called for assessing customer satisfaction from 

the services delivered by EAL.  
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The aim and objectives of the study led to the selection of the quantitative line of 

inquiry, which is statistically inclined and relies solely on the reliable, as well as 

accurate measurement of variables (Queirós, Faria and Almeida 2017). A survey was 

selected as the appropriate method.   

However, data collection coincided with the mandatory level 3 Covid-19 lockdown in 

South Africa. Consequently, some individuals who were part of the target population 

to whom the survey had been sent were working at home and did not have the 

necessary technological resources, such as computers and internet access, to 

complete the survey; hence the low number of responses received at the inception of 

the survey. Hamouche and Chabani (2021: 366-379) noted that the digitalization 

model should be upgraded to facilitate interaction between employees, and to 

redesign employee engagement plans. To meet this challenge, HRD professionals 

would benefit from grappling with information and communication technologies and 

from focusing on creativity and innovation by going beyond the traditional stream of 

HRD. 

The researcher was therefore left without adequate data to produce results within 

reasonable parameters for confidence levels and margins of error. For that reason, 

the researcher was compelled to adjust both the methodology and the study design to 

include qualitative methods in order to obtain more valuable information about the 

survey. Qualitative research allows for the collection of data which is non-numerical 

and is critical in understanding opinions and experiences (Queirós, Faria and Almeida 

2017); hence this kind of exploration was deemed suitable to complement the 

quantitative data that had been collected to gain in-depth insight into EAL customer 

satisfaction. When data gathering was completed, the researcher had received 

responses to the quantitative survey from 70 participants out of 185 invitations that 

were sent out to target population.  

3.2.1 Study type 

A mixed methodology, which combined both quantitative and qualitative 

components, was used. Such research involves not only collecting, analysing, 

and interpreting both qualitative and quantitative data but also integrating 

conclusions from that data into a cohesive whole.  
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Leedy and Ormrod (2014) note that some research problems practically demand 

both qualitative and quantitative data. Almeida (2018) indicates that mixed 

methods research is not only able to provide broader, holistic results, but it also 

overcomes the fundamental limitations of using either the qualitative or 

quantitative method alone. Mixing both research methods yielded positive results 

for the researcher. To begin with, incorporating qualitative results allowed the 

researcher to assess possible contradictions in the different sets of results. 

Interviews conducted for qualitative research allowed participants to respond 

fully to questions without choosing relevant responses on a one-to-five Likert 

scale, which restricts the way one receives feedback when using a quantitative 

approach. In qualitative research survey the researcher had the opportunity to 

engage the participants and give examples to support their responses. The 

greatest boost that was given to this study by incorporating qualitative data was 

a voice was given to the respondents and they were able to give in-depth 

explanations of the responses that had been recorded in the questionnaires. The 

experience in this study as is indicated in the next chapter was that qualitative 

results complemented the quantitative data.  

3.2.2 Research design 

The crux of a mixed-methods study is in combining the two methodological 

traditions into a research endeavour in which all aspects substantially contribute 

to a single, greater whole. In other words, a good mixed-methods study is one 

that effectively and convincingly “hangs together”. Effectively achieving this is 

contingent on utilising the appropriate mixed-methods research design. A 

research design is a strategic framework for action that serves as a bridge 

between research questions and the execution or implementation of the 

research. A research design should provide a plan that specifies how the 

research is going to be executed in such a way that it answers the research 

questions (Terre Blanche, Durrheim and Painter 2006). 

A sequential explanatory mixed-methods design was used to conduct this study. 

This is a two-phase design in which quantitative data was collected first, followed 

by the collection of qualitative data to complement it (McCrudden and McTigue 

2019).  
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When using the sequential explanatory research design, quantitative results are 

used to paint a general picture of the problem, while the purpose of the qualitative 

results is to extend this picture and give necessary explanations (Maleku et al. 

2021). This mixed methods design was best suited for this study because 

quantitative data had already been collected. A second qualitative phase of data 

collection was thus incorporated to extend the researcher’s view of the research 

problem, thus allowing for the fulfilment of the aim as well as the objectives of 

the study. The comprehensive data analysis in Chapter Four shares how 

objectives of the survey were met.   

3.3 Sampling 

3.3.1 Population of the study 

According to Maree (2009), every study that is conducted has both a general 

population and a target population.  

General population 

After delimiting a study and properly determining the location of the study, the 

entire population or group of people included within that framework are regarded 

as the general population (Maree 2009).  

Raphoto (2015) records that when we recognise and treat our co-workers, 

supervisors, and managers as customers, we automatically increase our 

professionalism towards them. Because this study was mainly focused on Eskom 

employees and management, all individuals employed within this capacity were 

therefore part of the general population. The challenge with the general 

population is that it is, in most instances, too vast, as was the case in this study, 

and thus a sub-set of this population group was necessary for a more focused, 

practical study. This sub-set population is therefore referred to as the target 

population.  

Target population 

The target population is a small segment of the general population from which 

study participants are then drawn (Maree 2009).  
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Terre Blanche, Durrheim and Painter (2006) further suggest that not only are the 

sample elements drawn from the target population, but this is also the same 

population group to which research findings are generalised. For this reason, 

properly defining the target population is a crucial step in the design of the 

research project. Setting the proper target population parameters correctly 

makes one’s study more scientifically rigorous. In this research study, the target 

population was 185 Eskom employees and five senior Eskom senior managers 

employed in KZN. Both male and female students employed within Task Grading 

T05-E band (these are job grades for different positions within Eskom) were part 

of the population. These are employees from different designations including 

Technical Officials, Assistant Technical Officials, Senior Technical Officials, 

Technicians, Engineers, Officers, Assistant officers, Administration staff, Senior 

Clerks, Secretary, Senior supervisors, and Managers, who were all included 

within the parameters of the target population. The age group representation of 

the target population was from 26 to over 56 years of age. The race of the target 

population was African, White, Indian, Coloured and Other. The target population 

encompassed the following Eskom divisions: Generation, Transmission, 

Distribution, Finance, Human Resources, Sustainability and Risk, Customer 

Services, Corporate Affairs, Commercial, SHEQS (Safety, Health, and 

Environment), Information Management, ERE (Eskom Real Estates) and 

Procurement.  

3.3.2 Sampling techniques 

Once the process of determining the target population was complete, the next 

stage in the research process was sampling. The process of actually selecting 

participants from whom data will be collected from the target population is what 

is referred to as sampling (Acharya et al. 2013). A sample is therefore a subset 

that represents the target population (Leedy and Ormrod 2014). Since data 

collection was a two-step process because of the sequential explanatory 

research design, two different sampling techniques were used to satisfy the 

requirements of selecting participants for the quantitative and then the qualitative 

components of the study.  
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To select participants for the quantitative data the researcher used systematic 

random sampling, which is a probability sampling technique. “Probability 

samples are the gold standard in sampling methodology and for ensuring 

generalisability of the study results to the target population. By probability 

sampling, we mean everyone in the population has an equal chance of being 

selected in the study”, write Acharya et al. (2013: 330). Therefore, the researcher 

opted for systematic random sampling. This sampling technique afforded all 

members of the target population described above an equal chance to be 

selected for the study. To conduct systematic random sampling, the researcher 

was cognisant of the fact that, to have a random selection method, you must set 

up some process or procedure that assures that the different units in your 

population indeed have equal probabilities of being chosen (Trochim 2006). In 

quantitative research, it is believed that if this sample is chosen carefully using 

the correct procedure, it is then possible to generalise results to the whole of the 

research population (Dawson 2019). This was a major priority while sampling 

was being conducted for the quantitative component of the research study. A 

total of185 trainees were sampled and 70 responded to the survey. 

Systematic random sampling is conducted by selecting the first participant 

randomly and thereafter using a periodic process to select subsequent 

participants (Acharya et al. 2013: 330). To do this, training records from 2019 

and 2020, which had names of trainees targeted for this study, were downloaded 

from the System Applications and Products Learning Solution (SAPLSO) used 

for data capturing and storage of training events in Eskom. From the list of 

trainees who attended different training courses during 2019 and 2020, the total 

number of the sampling frame was determined and thus divided by the number 

of participants required for the study. After doing this, the researcher was able to 

determine that choosing every 13th employee from the list would result in the 

number of people required to participate in the research by completing the 

research questionnaire (Annexure A). The total number of trainees for the 2019 

and 2020 financial year was 2402; 185 trainees were sampled for survey, as 

already mentioned, and 70 trainees responded to the survey. In this way the 

researcher was able to reduce bias in the selection of participants, to attain more 

generalisable results. 
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During the second phase of sampling, the researcher used a non-probability 

sampling technique to select participants to provide qualitative data. Non-

probability sampling relies heavily on the judgment of the researcher to 

determine the right study participants (Sharma 2017). In non-probability 

sampling, therefore, members of the target population do not have an equal 

chance of being selected for the study (Etikan, Musa and Alkassim 2016). 

Qualitative researchers tend to use nonprobability or non-random samples. This 

means they rarely determine the sample size in advance (Sharma 2017). This 

was the case in this study: while the researcher was aware of the target 

population, there was no way of determining the required sample size. 

Qualitative research focuses mainly on depth of information and the researcher 

samples until reaching saturation or the level where information became 

repetitive. Purposive sampling, also known as judgement sampling, was used to 

draw out participants from the target population during sampling. Purposive 

sampling was used to collect study participants, making use of the judgement of 

the researcher to select cases with specific criteria in mind (Alvi, 2016). There 

were therefore specific characteristics that were considered during the sampling 

process and each of the participants had to meet all of them. These 

characteristics included being part of the target population and being employed 

in a managerial capacity, along with gender because the researcher wanted to 

ensure equal gender representation. Five out of fourteen senior managers in 

Eskom KZN met the above characteristics and were selected for qualitative 

interviews. 

3.3.3 Sample size and attributes 

Van Zyl (2014) writes that the type of research you do determines the type and 

size of sample you need. Two samples were collected for the study in line with 

the requirements of a mixed methodology. Below are the important 

characteristics of the quantitative and qualitative samples that provided data for 

the study. The quantitative sample was significantly larger than the qualitative 

sample, which is the norm in research.  
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Quantitative sample 

Invitations to participate in the quantitative research survey were sent by email 

to 185 Eskom trainees. After noticing a low response rate, the researcher 

decided to send reminders by email to the target population every week 

reminding the participants to complete the survey. The total number of 

participants who finally completed the survey was 70. 

The sample consisted of 39 male participants and 31 female participants, whose 

ages ranged from 26 to above 56 years of age. The researcher was not only able 

to build a heterogeneous sample about gender and age, but also all the major 

race groups in South Africa were represented to varying degrees. Furthermore, 

participants who took part in the study represented a wide variety of task grading 

levels and divisions within Eskom KZN Province.  

Qualitative sample 

Van Zyl (2014) writes that the type and size of sample you need will depend on 

the type of research you do. For example, if you are doing case-study descriptive 

research, which involves long, intense interviews and has limited generalisability 

(which is not one of the purposes of the method), you will need very few 

participants in your sample.  

To fulfil the qualitative component of the study, interviews were successfully 

conducted with five senior managers from Eskom KZN. Because of the Covid-

19 pandemic, interviews could not be conducted face to face. Thus, they were 

held virtually through the MS Teams platform used by Eskom to hold meetings. 

These were in-depth interviews which were quite intensive. Each interview took 

approximately an hour. All five interviews were conducted over a period of two 

months. Ethical considerations were also applied during these interviews; for 

example, the confidentiality and anonymity of participants were maintained. 

Confidentiality of responses and data collected were maintained; no individual 

identifiers will be made available, and no participant information was made 

public. 
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3.4 Data collection 

3.4.1 Data collection instruments 

Two data collection instruments were developed for the study, to satisfy the 

requirements of the mixed-methods design.  

3.4.2 Quantitative instrument 

A questionnaire (Annexure A) was developed for the purpose of collecting 

quantitative data. According to Goddard and Melville (2001) a questionnaire is a 

printed list of questions that respondents are asked to answer. Goddard and 

Melville (2001) state further that it is easy to compile a questionnaire, but it is not 

easy to compile an effective one. Effectiveness requires planning beforehand to 

ensure that the data can be objectively analysed afterwards. The data survey 

questionnaire here was based on the Kirkpatrick model which was developed in 

1976.  

The questionnaire comprised of two sections: the first section required 

participants’ demographic characteristics. This demographic data was important 

because it allowed the researcher to understand the composition of the study 

sample. Moreover, getting demographic information on age, gender, job position, 

division and task grading allowed the researcher to statistically assess if any of 

these variables played a role in participant experiences with EAL.  

The researcher was able to also assess differences between men and women, 

different race groups, age groups, job positions, divisions, and task grading levels. 

All the results from the analysis are presented in the following chapter. The second 

section of the questionnaire contained an 18-item Likert scale, to assess 

participants’ general impression of the Eskom Academy of Learning in KZN.  

The Likert scale contained number options ranging from 1 (strongly disagree) to 5 

(strongly agree). The scale included indicators such as attitude (reactions), 

learning, behaviour, and results.  

 



34 
 

3.4.3 Qualitative instrument 

In preparation for qualitative data collection, an interview guide (Annexure B) was 

prepared beforehand. This is a list of pre-determined structured and semi-

structured questions that have the purpose of guiding the researcher during 

interviews. The interview questions were designed in a manner that would allow 

the responses to answer to the objectives of the study.  

3.4.4 Pretesting 

Dawson (2019) is of the opinion that pretesting the research instrument is critical 

in ensuring the validity and reliability of the research results or findings. In keeping 

with the recommendations of Dawson (2019), the data collection instruments 

described in the section above were piloted after development. The pilot was 

conducted to ensure, before conducting the actual study, that the instruments 

would assess what they were meant to and yield the required data. To pilot the 

research instruments, the researcher first approached fellow Eskom colleagues 

who would not be involved in the research process to assess face validity and iron 

out possible ambiguities. Owing to the fact that quantitative data collection was 

conducted first, piloting the quantitative instrument was done with individuals 

whose characteristics were similar to those who would actually participate in the 

study (that is, Eskom employees who had attended training before, falling within 

Job grade T05 – E job band which are job grades for different positions within 

Eskom).  

The same procedure was followed in piloting the qualitative instruments. People 

who participated in the pilot studies were informed beforehand that this was a pilot 

study and were required to forward questions and comments afterwards that 

would help the researcher to refine the research instruments. After completing the 

piloting process, the researcher refined the structure and wording where it was 

necessary.  Feedback from the pilot study was within my intentions – the 

questionnaire was supported by all, especially because evaluators are from 

Eskom Human Resources. No gaps were identified. Upon completing this, the 

data collection instruments were found to be ready to be implemented. Pretesting 

was thus found to be critical to ensure smooth execution of the research study. 
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3.4.5 Data collection procedure 

Quantitative data collection was conducted first, using the questionnaire 

(Annexure A). However, before data collection commenced, the researcher had 

to go through the ethical procedures necessary for studies that include human 

participants. Ethical clearance was obtained from DUT (the Durban University of 

Technology) Management Science Research Committee. Upon completing the 

sampling process, identified potential participants were informed via email that 

they had been selected to participate in the study. At this stage the exact nature 

of the study was thoroughly explained so that potential participants would have all 

the important information. Consent to participate in the research survey was 

obtained prior to participation in the survey. The personal information of 

participants was also protected as per the POPI Act. Included in the email 

requesting participants to respond to the survey were the contact details of the 

researcher, which was necessary for participants who needed further clarification. 

Aspects that were important to highlight to potential participants included that 

participation was voluntary and that each person had the choice to participate or 

not. Participants were also informed that confidentiality and anonymity would be 

maintained throughout the research process; they were also informed that it was 

encouraged for them to ask questions beforehand so they could make informed 

choices. After going through this ethical procedure, participants completed the 

questionnaire through Eskom’s internal system, called SharePoint, which is 

online.  

Completing the questionnaire for the quantitative survey took approximately 15 

minutes, as was originally planned.  

For that reason, the same data collection ethical procedure described above was 

followed when qualitative data collection commenced. The researcher made use 

of the interview guide (Annexure B) during the interview process. Interviews with 

the five senior Eskom managers in KZN were conducted virtually using the MS 

Teams application. Online recordings were also made. The researcher used the 

interview transcripts that were automatically produced by the MS Teams system 

as well as additional notes recorded by the researcher to conduct data analysis of 

the survey.  
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3.5 Data analysis 

3.5.1 Quantitative data analysis 

Quantitative data analysis was conducted first using the SPSS (Statistical 

Package for the Social Sciences) program. Van Zyl (2014) states that SPSS is the 

most powerful and easiest-to-use data analysis package available, and this is the 

main reason why it was used to analyse quantitative data. The process began with 

the numbering of questionnaires that had been returned by the participants. This 

was done to ensure that any problems in the capturing and coding process could 

be traced back to the exact questionnaire that the data was taken from. Following 

this, all the data was systematically captured on Microsoft Excel and then exported 

to SPSS where it was coded. Coding can best be understood as the process of 

organising data into different categories and into a format that is compatible with 

the software being used so that can be analysed without error.  

According to Van Zyl (2014), data are coded when they are transferred from the 

original collection form into a format that lends itself to data analysis. The important 

thing to remember is that the researcher should be able to look at a data coding 

sheet and know exactly the nature of what’s entered. During coding, the 

researcher was cognisant of the fact that all the categories that were created on 

SPSS needed to match what was on the questionnaire. 

3.5.2 Coding of the data  

Coding is a data reduction stage, and it involves identifying features within the 

data and attaching concise labels to them (Clarke and Braun, 2013). There are 

two types of coding: it can either be deductive or inductive. In this study, both were 

used, as that resulted in a more thorough analysis. Inductive coding is a bottom-

up approach through which codes are developed from the information given by 

the sources (Braun et al. 2018). On the other hand, in deductive coding, the 

researcher makes use of preconceived topics and themes (Braun et al. 2018). The 

codes that were used during the deductive process were mostly informed by the 

literature reviewed in the second chapter of this study. 
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3.5.3 Descriptive statistics 

The actual analysis process began with descriptive statistics. Descriptive analysis 

is done first to help the researcher gain an initial impression of the data that were 

collected (Terre Blanche, Durrheim and Painter 2006).  

According to Leedy and Ormrod (2014), descriptive statistics summarise the 

general nature of the data obtained – for instance, how certain measured 

characteristics appear to be “on average”, how much variability exists among 

different pieces of data, how closely two or more characteristics are associated 

with one another, and so on.  

The main aim of descriptive statistics during data analysis was to describe the 

data by investigating the distribution of scores on each variable. This allowed the 

researcher to determine whether the scores on different variables were related to 

each other. There are two kinds of descriptive statistical procedures that were 

conducted. First, the researcher assessed the frequency and percentage 

distribution of scores for all demographic variables (age, gender, race, task 

grading and division). 

This kind of analysis provided groups of data distribution on a nominal level. For 

example, the researcher was able to determine the frequency as well as the 

percentage of both male and female participants. Many times, these distributions 

are displayed as tables or as bar graphs or pie charts (Lavrakas 2011). In the next 

chapter, they are presented in the form of tables. Second, the researcher 

assessed the demographic characteristics of participants’ responses to the 18-

item scale.  

Specifically, the statistical distribution of scores was assessed by investigating 

such things as minimum and maximum scores, mean, standard deviation, 

skewness, and kurtosis, which is the measure used to describe the degree to 

which scores cluster in the tails or the peak of a frequency distribution.  
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3.5.4 Inferential statistics 

Inferential statistics, which are the most important, were also conducted. 

Inferential statistics help the researcher make decisions about the data: for 

instance, they might help a researcher decide whether the differences observed 

between two groups in an experiment are large enough to be attributed to the 

experimental intervention rather than to a once-in-a-blue-moon fluke (Leedy and 

Ormrod 2014). 

The inferential data analysis method was also used to analyse data from the 

questionnaire (Annexure A). Inferential data analysis also allows the researcher 

to draw conclusions about populations from sample data (Terre Blanche, Durrheim 

and Painter 2006).  

In the study, an independent sample t-test was conducted to assess differences 

between men and women in Eskom Academy of Learning customer satisfaction. 

A Pearson Product-Moment Correlation (Pearson r) was also done to assess the 

strength and direction of the relationships between different variables. 

3.5.5 Qualitative data analysis 

Thematic analysis was used to analyse data obtained from interviews. Terre 

Blanche (2006) records that the best way of summarising a text is to thematise it. 

This is done by reading through a body of material and identifying recurrent 

themes or categories. Conducting thematic analysis is a systematic process which 

is conducted in steps. The following steps were followed: 

Transcribing: The MS Teams system that was used as a channel for interviews 

automatically produced transcripts. The researcher also took notes manually 

which were used for data analysis.  

Terre Blanche, Durrheim and Painter (2006) emphasise that it is usually important 

to transcribe everything rather than try to decide which data are relevant and which 

not. The reliability of the transcripts was also assessed by reading them, while 

listening to the audio recordings. This was not simply a technical exercise; it 

provided a clear image of the interviews as a whole. 
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Becoming familiar with data from the sources: becoming familiar with the data 

on the transcripts required extensive reading. As indicated by Clarke and Braun 

(2013), this is a common process in all kinds of qualitative data analysis; thus, the 

researcher devoted adequate time to understanding the data through reading and 

rereading.  

Searching for themes: During this stage of the qualitative data analysis process, 

the initial labels created during coding were further analysed, developing themes 

1 to 6 which are explained below under naming of themes. This was an important 

stage as it allowed the researcher to identify similarities in the transcripts from 

different interviewees. The analysis of these labels resulted in the creation of the 

initial unrefined themes, specifically preparation and organization of training 

especially where there are huge numbers of people attending training, as well as 

challenges encountered with Eskom Academy of Learning. 

Refining the themes: In refining the themes, the researcher was concerned with 

ensuring that they were in line with the aim as well as the objectives of the study. 

While refining, some themes were split, while others were combined, and all was 

done to come up with the best interpretation of the data.  

Naming the themes: The resulting themes were given appropriate names after 

the refinement process. Examples of some of the themes are as follows: type of 

services delivered by Eskom Academy of Learning in KZN; meeting customer 

needs; adaptation; customer satisfaction; service quality and challenges 

experienced. This was followed by a writing process which was very extensive, as 

information about each theme had to be written down.  

3.6 Reliability 

Dudovskiy (2018) states that reliability refers to the extent to which the same answers 

can be obtained using the same instruments more than one time. In this research 

study the reliability of the 18-item quantitative scale was assessed using the reliability 

analysis on SPSS. This reliability analysis assessed Cronbach’s Alpha. According to 

Glen (2021), Cronbach’s alpha, α (or coefficient alpha), developed by Lee Cronbach 

in 1951, assesses reliability, or the internal consistency of a scale.  
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Reliability in research is synonymous with consistency. Therefore, the reliability 

analysis or Cronbach’s Alpha on SPSS tests to see if multiple-question Likert scale 

surveys are consistent. These questions in the scales measure what can be regarded 

as latent variables, which are unobservable variables and very difficult to measure in 

real life.  

The Cronbach’s Alpha gives an indication to the researcher of how closely related a 

set of test items are as a group. In this study, the quantitative data collection instrument 

was found to have excellent reliability (α = .919). The reliability of the qualitative 

instrument and process were also of uttermost importance in the study. Qualitative 

reliability, unlike quantitative reliability, is not measurable, and relies on the 

researcher’s ability to produce reliable results by following a rigorous research 

process. For this reason, the research made use of tried and tested qualitative 

procedures, and thus the application of procedures was followed consistently and 

carefully to ensure that the study could be replicable. 

3.7 Validity 

Validity refers to the ability of a research instrument to accurately measure what it was 

developed for (Maree 2009). In this study, the researcher relied mainly on face validity, 

which was assessed when the research instruments were pretested. Face validity, 

which is also referred to as logical validity, is assessed using a subjective process. 

Thus, individuals involved in the piloting phase were the ones responsible for 

assessing the appropriateness of the research instruments in measuring what they 

were developed for. During the same stage, content validity was also assessed; thus, 

the researcher ensured, while refining the research instruments after pretesting, that 

they would indeed gather information relevant to the research aim and objectives.  

3.8 Limitations, challenges, and shortcomings  

There are certain limitations, challenges and shortcoming that were encountered 

during this research study. Some of the challenges that were experienced emanated 

from the Covid-19 pandemic which resulted in mandatory lockdowns. To begin with, 

data collection was extremely challenging. Data targets that were set for quantitative 

data collection were not met at the planned time because of a low response rate.  
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Despite the researcher’s efforts to encourage participation in the study, which was 

done by sending reminder emails to the participants, the outcome was not up to the 

expected standard. To counteract this problem, as explained previously, the 

researcher decided to adapt the study from being quantitative to being a mixed-

methods study incorporating qualitative data. As a result of this, data collection was 

completed over a period of six months which was longer than expected.  

Furthermore, the entire research project lasted longer than initially projected, which 

was three months. 

Owing to the mandatory lockdown, companies were forced to close their premises and 

employees were expected to work from home. All this happened without any 

preplanning. This affected the study because some trainees from Eskom KZN were 

working from home without the resources to enable them to access the survey online 

and complete it. This was the major cause of the low response rate. 

The inability to obtain sufficient data for a quantitative study significantly lowered the 

confidence level and increased the margin of error of the results. Finally, after sending 

email reminders to participants to respond to the survey, 70 responses were received 

from the target population of 185.  

Mikołajczyk (2022: 544-562), in the study “Changes in the approach to employee 

development in organisations as a result of the Covid-19 pandemic”, found that remote 

cooperation is more cognitively burdensome than direct cooperation, and that 

employees experienced more fatigue and stress during online meetings compared to 

situations related to other professional duties. Similarly, some of the participants in this 

study pointed to the observed decrease in employee engagement and lack of interest 

in very interesting online initiatives. 

After incorporating a qualitative component into the study, interviews had to be 

conducted to supplement the quantitative data. During the interviews, which were 

conducted virtually, poor network quality was experienced from time to time during 

one particular interview. After pausing for few minutes, the network quality improved 

and the interview was completed without disconnecting the interview session. 

Although the flow of the interview was affected, this did not prevent successful 

completion of the interview process.  
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No data was lost as we continued from where we left off before bad network started. 

Interviews were also recorded to assist with completely capturing the information that 

was shared.   

3.9 Ethical considerations 

The essential purpose of research ethics is to protect the welfare of research 

participants. Research ethics, however, involve more than a focus on the welfare of 

research participants and extend into areas such as scientific misconduct and 

plagiarism (Terre Blanche 2006). Leedy and Ormrod (2014) say that most ethical 

issues in research fall into one of four categories.  

These categories are protection from harm, voluntary and informed participation, right 

to privacy, and honesty with professional colleagues. Leedy and Ormrod (2014) 

indicate that conversing with people in cyberspace rather than in the same room does 

not nullify the importance of ethical standards of conducting research.  

There are several important ethical guidelines that were strictly upheld while the study 

was being undertaken. Before collecting data, ethical clearance was obtained from 

DUT, gatekeeper access was sought and obtained from Eskom (Annexure C), and, 

when data collection commenced, study participants were truthfully informed about 

the study.  

They voluntarily gave consent to participate. The researcher ensured, and took the 

necessary measures to maintain, the confidentiality and anonymity of the study 

participants. This included the non-inclusion of names on the questionnaires and the 

use of pseudonyms to refer to interviewees. Moreover, information and documents 

which were used to identify participants during sampling were kept safe by the 

researcher.  

No ethical issues were encountered during the research study. I approached the 

information technology department to assist with technical system problems. The IT 

department complied with all ethical considerations, including information 

confidentiality. 
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3.10 Chapter summary  

In conclusion, the methodological process that was adopted during the study was 

presented in this chapter. The presentation and discussion of findings will be 

presented in the next chapter. 
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CHAPTER FOUR 

DATA ANALYSIS AND PRESENTATION 

4.1 Introduction 

Following the collection of data, both quantitative and qualitative methods were used 

during the analysis process. In this chapter, the results that were obtained from both 

processes are presented. The chapter is divided into two main sections. The first 

section contains the presentation of quantitative results which were obtained from the 

analysis of data collected using the questionnaire. Results which were obtained from 

qualitative data which was gathered through in-depth interviews are presented in the 

second section of this chapter.  

4.2 Quantitative results 

Quantitative data analysis was conducted using the Statistical Package for the Social 

Sciences (SPSS). The process began with capturing all the data that was in the 

questionnaires on an Excel spreadsheet, followed by exporting the data into the 

analysis software. Thereafter, necessary coding and data preparation procedures 

were followed, then differential and inferential statistical analysis commenced.  

4.2.1 Reliability analysis 

The scale that was used for data collection was an 18-item Likert scale which 

was used to assess participants’ general impressions of the Eskom Academy of 

Learning (EAL) in KwaZulu-Natal (see appendices). It was also a five-point scale; 

thus, participants had to express their opinions used pre-identified options which 

ranged from strongly disagree (1) to strongly agree (5). To begin with, the 

researcher assessed the reliability or the internal consistency of this scale in 

order to assess if the scale is actually measuring what it is designed to measure.  

This was done by measuring the Cronbach’s Alpha, which is represented by the 

symbol α. The internal consistency reliability results of the scale that was used 

in the study are presented below, together with the statistical key for deciphering 

acceptable α levels. 
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The training environment was 

conducive to learning e.g., venue, 

temperature, visual aids etc. 

1 5 4.07 .804 -1.164 2.577 

I am able to apply skills and 

knowledge learnt from training I 

attended 

1 5 4.11 .772 -1.175 3.077 

My performance has improved as a 

result of training I attended 

1 5 3.91 .864 -.804 1.006 

My attitude and behavior changed 

positively as a result of training I 

attended 

1 5 3.86 .937 -.795 .425 

I am happy with the overall 

performance of Eskom Academy of 

Learning KZN 

1 5 4.09 .897 -1.413 2.854 

 

The table above contains statistics that were vital in initially deciphering the 

objectives of the study. For example, none of the respondents strongly disagreed 

with the first statement, showing that there was greater awareness of the services 

that are offered by the Eskom Academy of Learning. In all the other statements, 

respondent opinions ranged from strongly disagreed (minimum 1) to strongly 

agreed (maximum 5). The table also provides the mean or average opinion for 

each of the scale questions, together with the deviation of scores from the mean. 

All these figures were purposeful in the establishment of initial assumptions on 

the results of the study concerning the objectives. Opinions were wide ranging, 

and thus it was clear that there were areas of excellence, as well as areas that 

may need improvement in the Eskom Academy of Learning. Unfortunately, these 

descriptive statistics were not precise enough; hence further descriptive were 

performed to obtain the precise percentages of participant responses to each of 

the statements. This allowed further interrogation of the aim and objectives of the 

study. 

In the next phase of data analysis, therefore, the researcher was focused on the 

first two objectives of the study, which were:  

● To assess customer satisfaction from the services delivered by Eskom 

Academy of Learning 
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● EAL is also largely able to provide customers with the training courses they 

applied for. This became evident when a cumulative figure of 82.9% of the 

agreed and strongly agreed. Given that there were 17.1% of participants who 

did not express satisfaction in this area, it is likely that there are mitigating 

circumstances which sometimes do not allow for that. Nevertheless, 

satisfaction with the training courses was again very high.  

● The majority of participants also expressed that EAL has the willingness and 

ability to listen and accurately interpret customer requirements. 57.1 agree, 

while 24.3% strongly agreed with this. 

● A total of 87.2% expressed that EAL responds to customer inquiries within a 

reasonable timeframe. As for the 10% of participants who were neutral, it is 

possible that ambiguity about what can be defined as a reasonable timeframe 

or the subjectivity of such could be a factor in those opinions. The same 

argument may also be applicable with regards to the 2.8% of participants who 

disagreed and strongly disagreed, along with other circumstances peculiar to 

their situations that could have contributed.  

● In a matter related to the one above, participants also expressed satisfaction 

that EAL is true to its promises and provides feedback progressively when an 

inquiry is made. 80.0% percent of the participants agreed; 8.6% were neutral 

and 11.4% disagreed.  

● 90% of the participants who took part in the study indicated that EAL treated 

them professionally. While there may be 5.7% who were neutral and 4.1% 

who did not agree and were thus not satisfied, these are, in this case, the 

outliers; hence this may again be attributed to subjective scenarios.  

● EAL is easily accessible through all communication channels, and this is an 

aspect that participants expressed satisfaction with. A very significant 78.5% 

of the participants indicated this, while 11.4% were neutral and 10.6 

disagreed.  

● One of the important things that participants were asked was if they felt they 

were discriminated against by EAL; 85.7% expressed disagreement, which 

suggests that EAL is not discriminatory towards its customers. However, 7.1% 
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● Furthermore, the training material was of the desired quality for 85.7% of the 

participants.  

● 91.4% of participants who took part in the study indicated that course 

presenters are always prepared, showing that satisfaction was significantly 

high.  

● A large proportion of participants (84.3%) also showed satisfaction with the 

training environment. EAL is therefore able to ensure that the training 

environment, including the venue, venue temperature and visual aids that are 

used, allows for learning.  

● Similarly, 85.7% indicated that they were able to apply the skills and the 

knowledge that they gained from training. This is an important aspect that 

shows a significant impact of EAL in Eskom.  

Areas that require improvement in EAL 

● While there may have been 48.6% of participants who agreed and 17.1% who 

strongly agreed with the notion that EAL considers its customers first, it is 

evident and concerning that more than a quarter of the participants (28.6%) 

fail to express certainty while 6.7% disagree. Because one third of the 

participants were not satisfied with EAL’s consideration of its customers, this 

should be regarded as an indication that there is need for improvement in this 

area. It is clear, based on the number of those satisfied, that EAL is on the 

right trajectory in this area, but it’s evident also that further improvement is 

required.  

● While 85.7% of the participants indicated that they were able to apply the 

knowledge they gained from training, and 74.3% indicated that their work 

performance had improved as a result, it is concerning that there are more 

than 25% of the participants who could not say the same: 20% of the 

participants remained neutral, while 5.7% clearly indicated dissatisfaction by 

disagreeing. The number of people who did not feel that their work had 

improved because of EAL’s training, though marginally outweighed by those 

who gave a positive response, is still too significant to ignore. The figures do 

not paint a picture of failure, but rather point towards a gap that may need to 

be addressed to ensure that more people can translate what they are trained 
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to do into work performance. EAL therefore must work towards further 

improvement in this area.  

● The researcher also deduced, based on the results, that EAL needs to 

improve its behavioural focus. The researcher arrived at this juncture based 

on the fact that there were more than 27.1% of participants who could not say 

that their attitude and behaviour had changed as a result of the training they 

received.  

To conclude this section, the results of the study showed that the participants 

and thus customers were highly satisfied with EAL. While there may be areas 

that require improvement, the overall level of satisfaction was very good, which 

is why 84.3% of the participants indicated that they were happy with the 

performance of EAL KZN. Those who did not share the same opinion further 

prove that continued improvement was necessary in all areas, but particularly in 

the areas identified above, which were: EAL to improve in putting a customer first 

in everything they do; not all employees are able to apply knowledge obtained 

from training; some employees do not agree that their work performance has 

improved due to training received; and some employees did not agree that their 

behaviour and attitude had changed after training received.  

4.2.3 Inferential statistics 

Inferential statistics allow the researcher to make inferences about the data that 

would have been given. In the previous section, results indicated that there was 

greater satisfaction with EAL than dissatisfaction. In this section, therefore, the 

writer uses inferential statistics to describe the possible roles of biographical 

characteristics of the level of satisfaction.  

4.2.4 Independent sample t-test 

To begin with, the Independent Sample t-test was conducted to test whether 

there was a difference in the satisfaction levels of men and women who had 

undergone EAL training. The results of that test, as indicated in the table below, 

revealed that EAL satisfaction in men (M = 70.28, SD = 11.59) was not 

statistically different from satisfaction in women (M = 70.13, SD = 7.29); t (65) = 

.067, p < .05.  
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Note. **Statistical significance at p≤.01. *Statistical significance at p≤.05 

++ Practically significant (large effect <.50). + Practically significant (medium 

effect <.30). 

Results indicated that gender, age, task grading and work division did not have 

a significant relationship with customer satisfaction with EAL. However, the 

results indicated that race statistically and practically correlated with customer 

satisfaction with EAL, but the relationship was negative (-.345; p < .01). What 

this implies with regards to this particular sample and the population of 

generalization is that race was a determinant factor in the level of satisfaction.  

The next section in this chapter focuses on the results from the qualitative inquiry 

that was made by the researcher. Those results, being more detailed, add value 

to the numerical data presented above, thus covering the 

exploratory/explanatory gap that is always there in statistical analysis due to the 

nature of numerical data.  

4.3 Qualitative data analysis 

Thematic analysis was used in analysing the data. Thematic analysis “is a method for 

systematically identifying, organizing, and offering insight into patterns of meaning 

(themes) across a data set” (Cooper et al. 2012: 701). Through focusing on meaning 

across a data set, thematic analysis allowed the researcher to “make sense of 

collective or shared meanings and experiences” (Cooper et al.  2012: 701). The data 

was coded and edited to reduce errors which made it easier to capture the data. The 

structured questions were prepared in advance to ensure uniformity. This allowed all 

the respondents to answer the questions satisfactorily. The interview questions were 

designed in a manner that would allow the responses to answer to the objectives of 

the study.  

4.3.1 Themes found after coding and indexing 

Theme 1: Types of services and products offered 

One of the things that came out during the interviews was the vast number of 

services and products that were offered by the training department.  
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There was mention of the following training: SAP training, procurement training, 

ethics and fraud training, safety training courses, SHE induction training, NEC 

(New Engineering Construction) and contract management. Response from 

customer services department on training provided by EAL was RCAT (Root 

course analysis technique), CC&B (customer care and billing) and CC&I 

(Customer care and I). Training provided by EAL from Human Resources was 

PFMA (Public Finance Management Act), ethics course, industrial relations 

courses, performance management course, change management course and 

personnel administration course. 

From the data, it appears the participants were aware of the different services 

and products being offered by EAL KZN. In addition to being aware of the 

courses, they also received training in those courses. This was evidenced by the 

vast and different examples given by the participants as mentioned above. Most 

of the participants made mention of the course ethics training and hence it seems 

to be a familiar course across the board. 

Theme 2: Meeting customer needs 

Under this theme, there are a lot of sub-issues that were highlighted from the 

collected data. First, the data shows that there was evidence of satisfaction from 

the participants. They also revealed that the training department was customer-

oriented in its dealings. The department had successfully executed the requested 

services. This is evidenced by what the participants said, such as this participant: 

 …and when we requested that course, it was arranged for us quite 

successfully, and we had a very successful training session together with the 

facilitators from the SHEQ Department. 

This satisfaction was also cemented by a second participant who said:  

The training department adds significant value to its customers, providing 

relevant training and organizing the training and seeing to it that it’s conducted. 
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The participants further highlighted that customer-oriented services were 

received. For example, the participant from Finance department responded as 

stated below: 

Yes, EAL do put customer first, because for instance, I had a problem with the 

training that was requested because obviously we have other deadlines, we 

also have so many commitments in the business, and we have certain training 

that is compulsory. But when I tell the training department I can't make it, they 

were very accommodating in changing the date to suit the customer request. 

So, I do agree EAL put the customer first.  

The data presented shows that customers are greatly satisfied with the training 

received. Services received are customer-centred and revolve around satisfying 

their needs. The customer receives services that they have requested timeously. 

Despite the satisfaction, it also appears that the customers expressed the need 

for slight improvement on meeting customer needs, especially in the area of time 

management. 

Participant from Finance department had this to say regarding time 

management:  

We were only told about ISO 45001 literally now in October 2020 and we only 

have until March 2021 to be compliant because we will also be included in the 

audits. So, we have a very short time frame to complete the training. 

This issue that the participant speaks of shows that there is a great challenge 

participants face regarding the issue of timeous notification of information to the 

customer. If participants are not aware of upcoming trainings and they have a 

short time to prepare and do the trainings, this significantly affects the customer.  

Theme 3: Adaptation to new environments  

Another theme that came out of the interviews was that of adaptation of the 

training to suit new requirements for service provision under the Covid-19 

pandemic.  
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Covid-19 was an outbreak that affected the whole world and killed millions of 

people. It is transmitted when people breath in air contaminated by droplets and 

small airborne particles. This disease was first reported from Wuhan in China on 

31 December 2019, from where it spread to the whole world, including South 

Africa. The participants expressed the views highlighted below: 

What I would say is that service provided by EAL hasn’t worsened because in 

Covid-19. Everybody wasn't sure of what they needed to do due to the 

pandemic, but the training department decided to pull the bull by its horn and 

make sure that training is offered online. They didn't just let things sleep and 

not provide training at all because of the Covid-19. Some training had to stop 

because of the risk of contracting with the virus. 

From the above comments made, it emerges that the department used 

alternative online platforms as a means to service customer needs. Though 

Covid-19 was a major setback, the departments adapted to this new reality. 

However, some participants also felt that this online provision of training still 

needed to be polished and more online sessions should be facilitated.  

Theme 4: Customers’ satisfaction 

From the data presented, the majority of the participants agreed that the services 

rendered were satisfactory. The participants are given an opportunity to apply for 

various training. When accepted for the training, course materials are made 

readily available. In responding to the question of whether EAL was satisfactory 

in provision of services, the participants had the following to say: 

Yes, service received from EAL was satisfactory because I received the 

courses that I applied for including dates, course material and certificate of 

completion. I do not really have additional areas of improvement for EAL 

because overall, I can say I'm satisfied with the service. 

Another issue that came out was that in addition to being satisfied, relevant 

knowledge that is applicable in the workplace was gained and this was a huge 

advantage for the customers. From the presented data, knowledge to operate in 

the current job and for possible future positions and promotions has been gained.  
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Participant from Procurement department stated the following: 

Ethics training that our staff attended was very fruitful because it touches on 

what we do. Before we attended the course, there were things that we were 

uncertain of, like whether to accept the gifts offered by the suppliers or not, or 

whether to do or not to private work in Eskom. EAL enlightened us in that area, 

so as a result we now know exactly what to do. 

The above quote from a participant shows that the training received has 

improved the value of the customers in the business and the working structure 

of the department. Customers have been successfully trained to move into higher 

positions which they are currently not part of. Finally, it also appears that in most 

training which they undergo, they get information relevant for areas where they 

have had uncertainty and in which they were not knowledgeable. This greatly 

impacts their performance from average to high quality. 

Theme 5: Service quality 

Raphoto (2015: 31) recorded that customers would always settle for nothing less 

than having their expectations met. It is of an utmost importance that service 

providers are well prepared and have their standards well defined, as these are 

basis for quality.  

From the interviews, the finance department participant raised the issue that 

impacted the provision of a better service. Issues of training backlog significantly 

affect the customers. Cancellation of service provision to the customer adds to 

their backlog and affects progress. This in turn adds more frustration, especially 

in cases where training requested does not have sufficient applications and has 

to be cancelled. Lack of financial controls has also inhibited delivery of services 

in a more excellent manner. This needs improvement. 

O’Sullivan (2010) wrote that if the business doesn’t have the required skills, then 

you may need to outsource or even refer to someone who does specialise in a 

particular field of expertise. You don’t want to be considered unprofessional or 

incompetent, but, even more importantly, you don’t want to be caught acting 

outside your scope of authority. 
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The finance department participant welcomed the intention of the department to 

conduct learner feedback surveys to improve its service as an effective way in 

which service quality could be improved. 

What is good is that at the end of every course we get a questionnaire to answer 

and give back the feedback. Like for instance I did ISO45001 on the 29th of 

October 2020, and then immediately thereafter I was sent an evaluation form. 

From the data, an opportunity for feedback has been welcomed as a positive 

initiative. Allowing for there to be an opportunity to give feedback to the 

customers is an opportunity that allows for improvement of service provision.  

Theme 6: Challenges 

Most of the participants highlighted that there were a lot of challenges that 

needed to be addressed by EAL. Among these challenges were lack information, 

lack of proactiveness, issues of struggle in implementation and adapting to new 

developments in the business. 

In terms of adapting to new developments in the business a lot of issues were 

raised by the HR participant: 

Service provided by EAL has not worsened but has remained the same. Our 

training area is impacted by a lot of changes that are happening. Sometimes I 

feel training department are struggling with managing change. When changes 

come sometimes EAL take too long to embrace it and move with the change, 

e.g., changes in reporting structure of EAL from Head Office to Eskom 

Distribution in Provinces. Training department should be ahead of the change 

rather than to lag the change. 

From the interviews, the issue of struggle in implementation was also highlighted. 

This is evidenced from the quote below from Customer services participant:  

The frustration will come especially in the cases where there is not a big number 

of people that are requiring a specific training, one may feel frustrated but 

otherwise overall I can say performance of training department has improved 

in terms of catering for our needs. 
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Lack of information from EAL was also another issue that was raised during the 

interview: 

 We do get an HR business partner that comes to the finance meeting. But that 

person doesn't have the training matrix and doesn't control or manage it.   

One other challenge that needed improvement was lack of proactiveness in EAL. 

Participant from HR said the following: 

The current approach to training has been too much laid back where EAL wait 

for people to tell which training they want. 

From the data presented on challenges, it appears that there is a huge 

disappointed in terms of how service provision is done. The departments do not 

find out what is needed by the customers in advance and on time. Rather they 

wait for requests to be made by the customer and then they act on these. As a 

result, progress is always lagging. There is a need for improvement in this area. 

It also appears that there has not been much adaptation to progressive change 

that affect the department. Another issue that needs to be tackled that arises 

from the interviews is the issue of preparation and organisation. More must be 

done in this regard, especially in cases where there are not enough numbers to 

provide training.  

4.4 Chapter summary 

The purpose of this data analysis chapter was to highlight the level of customer 

satisfaction that participants had with EAL KZN. SPSS allowed the researcher to 

develop an understanding of the sample and the degree of satisfaction participants 

had. It also allowed the researcher to map out areas of success, along with those of 

need. Thematic analysis, on the other hand, allowed the researcher to highlight, in 

detail, a range of themes that emerged from the data gathered during the interview 

sessions, namely themes 1 to 6 mentioned above. Included also were the activities 

and comments of the participants. The evidence presented from both quantitative and 

qualitative data suggests that participants were generally satisfied with the services 

offered by the EAL KZN.  
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CHAPTER FIVE 

DISCUSSION 

5.1  Introduction 

The discussion in this chapter flows in accordance with the objectives of this study. Its 

purpose is to show how the results that were obtained provide answers for the 

objectives in question. It is imperative to note that in line with the study’s sequential 

design, quantitative and qualitative results will be discussed in accordance with the 

specific purpose for which they were intended.  

5.2 EAL customer satisfaction 

Raphoto (2015: 24) writes that, although a great deal of time is spent on customer 

satisfaction, the real issue may not be how do we keep customers satisfied, but rather 

what do we do about dissatisfied customers.  

The first objective of the study was to assess customer satisfaction from the services 

delivered by Eskom Academy of Learning in KZN. In essence, the researcher was 

interested in evaluating if Eskom employees who had received training from Eskom’s 

Academy of Learning in KwaZulu-Natal were satisfied with the service they received. 

Afthanorhan et al. (2019) indicate that the key determinant of customer satisfaction is 

service quality. Therefore, in pursuing this objective, the study did not just highlight 

whether employees were satisfied, but it also gave an indication of the quality of 

service that is provided by EAL KZN.  

The quantitative data collection instrument which was used allowed trainees to provide 

rated opinions of the service they had received from EAL. One of the critical questions 

in the survey instrument to assess customer satisfaction asked for participants’ overall 

satisfaction with the services of EAL. The results indicated that a cumulative total of 

84.3% of the participants who took part in the study were happy with the training they 

had received. This overall level of customer satisfaction was informed by different 

facets of issues concerning the training that EAL provides in KZN.  
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For example, participants indicated that EAL among other things was able to put 

customers first in all things, was able to provide the training courses that had been 

applied for, was always willing to listen to trainees and was easily accessible for 

communication purposes. These are all important aspects that inform customer 

service. Several studies affirm these determinants. For instance, Kurdi, Alshurideh and 

Alnaser (2020) indicate that communication is vital in fostering customer satisfaction; 

thus, it is one of EAL’s positive attributes as indicated by the participants of the study.  

Qualitative data which was used to confirm the quantitative results served its purpose; 

thus, it proves points raised in the above paragraph. Qualitative feedback not only 

proved that there was customer satisfaction, but it also highlighted some of the 

determinants of this satisfaction as posited by the quantitative results. For instance, 

interview results indicated that participants were particularly satisfied because EAL 

was able to provide a wide variety of training courses, including SAP training, 

procurement training, ethics and fraud training, safety training courses, SHE induction 

training. NEC and contract management. Moreover, participants indicated that they 

were able to meet training needs, since courses that were requested by trainees were 

made available timeously. Again, this is indicative of the point that was noted from 

qualitative data that EAL KZN is customer-oriented and places the needs of customers 

above their own. 

Nguyen et al. (2018) raise the issue of perceived value and it is an aspect that is 

frequently referred to in the literature review. In the review, it was noted that 

researchers in the field such as Pangarkar (2018) emphasize that learning success is 

not just about delivering knowledge to trainees, but about also actually ensuring that 

the knowledge is applicable to the work that is conducted in the organisation. In this 

study, quantitative results indicate that one of the reasons EAL can ensure customer 

service is because employees see value and are able to apply the knowledge and 

skills, they are equipped with to their everyday work tasks. This was indicated by a 

cumulative total of 85.7% of the participants who stated that they could apply what 

they learned both before and after the training.  

This study was conducted at a time when the world was experiencing the Covid-19 

pandemic, which has, in many ways, redefined the way work tasks are completed.  
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One of the drastic requirements that had to be met by individuals and organisations 

alike is abiding by mandatory lockdown regulations and the completion of work through 

virtual platforms.  

Though the survey instrument did not delve into matters that related to the pandemic 

because it was designed before the pandemic, in relation to customer satisfaction with 

EAL, qualitative results were able to fill this gap. Notably, it was discovered during 

qualitative data analysis that one of the major factors contributing towards customer 

satisfaction with EAL is that they were able to adapt to the challenges that had arisen 

because of Covid-19. Results indicated that there was a shift towards online training 

courses. Because of that, employees’ learning and development needs continued to 

be met while they worked from home though not without challenges.  

While analysing quantitative results, the researcher was interested in knowing if there 

were differences in customer satisfaction, based on different biographical issues. To 

begin with, it was interesting to discover that in KZN, gender is not a determinant of 

customer satisfaction, because results from the independent sample t-test proved that 

there was no notable difference between men and women. This is indicative of a 

gender neutral or an unbiased stance on the part of EAL when it comes to meeting 

the training needs of employees. In fact, correlation results showed that gender, age, 

task grading and work division all did not have a significant relationship with customer 

satisfaction with EAL. Remember the Eskom Academy of Learning mandate as per 

EAL operational plan 2017/2018 – 2021/2022 is to close the competency gap within 

Eskom to create a highly skilled organisation and empower guardians to deliver their 

outputs confidently and effectively, to assist Eskom in sustainably delivering on its 

strategic objectives now and into the future. 

It is imperative to note that results indicated a greater level of satisfaction with EAL 

among trainees. One of the crucial lines of argument in the literature review, as 

indicated by researchers such as Armstrong and Taylor (2017) and Shange (2014), is 

that when training is evaluated, researchers can gauge effectiveness in relation to 

desired outcomes. To that effect, customer satisfaction in this instance implies that 

EAL KZN has managed to be effective in meeting its desired goal of ensuring that they 

build a workforce within the organisation that is knowledgeable, skilled, and engaged.  



69 
 

This is not to say that there are no challenges or areas that require attention within 

EAL and the way they offer learning and development courses to Eskom employees. 

For all the determinants of customer satisfaction, quantitative results were indicative 

of the fact that there was still a percentage of attendees who were not satisfied, thus 

qualitative results were able to provide a better outline of the issues as discussed in 

the following section.  

5.3 Areas of improvement 

Raphoto (2015: 26) writes that many consultants tend to try to ignore complaints or 

pass them off as irrelevant. However, if dealt with effectively, complaints can provide 

not only a positive image of Eskom, but also of South Africa as a country to visit or to 

stay in.  

Regardless of the notable success of EAL in ensuring customer satisfaction among 

Eskom employees who received training in KZN, there are areas of improvement 

which were highlighted by respondents. It is imperative to note the key role that 

quantitative data played in not just complementing, but also providing explanations for, 

the quantitative data. During analysis of quantitative data, owing to the shortcoming of 

being numerically based, it was simply indicative of the fact that there were some 

employees who were not satisfied. Qualitative data was able to fill that gap; hence it 

was because of the probing that was conducted during the interviews that the 

researcher was able to identify specifically the key areas that required improvement.  

Data pointed towards four areas of concern which are lack of information, lack of a 

proactive approach to training, struggles in implementation and adapting to new 

developments in the business.  

5.3.1 Lack of information from EAL  

A salient point concerning training within organisations is that those who provide 

the training should themselves be adequately resourced. Despite this fact, 

qualitative data showed that this is not always the case when it comes to 

members of EAL who are responsible for the training of other employees.  
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An example that was provided by Finance department participant concerning an 

HR business partner who attended a meeting without any knowledge of the 

training matrix.  

The importance of a training matrix is that it is essential for both the planning and 

the tracking of training. Assessing the matter from a literature perspective, 

Armstrong, and Taylor. (2017) argue that, while successful training rests mainly 

on the employees, adequate support needs to be provided from key stakeholders 

such as the HR department. When such stakeholders fail to fulfil their role, it 

causes frustration and lack of congruence, as was noted in this study.  

Raphoto (2015: 32) confirmed that characteristics leading to an excellent 

customer service include a strong understanding of the concept of service; 

technical and professional competencies; the presence of, and the ability to 

access and use information; clear-cut and tangible vision and strategies; passion 

and a sense of innovation; an understanding of policies and procedures; strong 

sense of quality; and understanding of their role in the team. 

 

5.3.2 Lack of a proactive approach to training 

 

According to O’Sullivan (2010), one needs to be proactive and not reactive. Being 

proactive simply means getting things done for the client before he or she even 

asks for it, or even before the client is aware that he or she will need a particular 

service or product.  

Training departments are mandated to be fully aware of the training received by 

employees in specific departments, as well as the gap areas from the employee’s 

individual development plans. In so doing, they can be proactive in developing 

and suggesting training programmes that fill those knowledge gap areas.  

 

Although this should be the case, participants indicated that EAL does not take 

this proactive stance but is rather reactive. As is the case with the challenge 

noted above, this lack of a proactive approach by EAL is captured by Ahuja et 

al.’s (2020) assertions regarding the role of trainer attitude, which is one of the 

determinants of an effective training department.  



71 
 

5.3.3 Inability to implement some training programs 

Quantitative results indicated that one of the reasons there was customer 

satisfaction is because EAL KZN was able to meet the training needs of 

employees. However, even though 82.9% of the participants were satisfied, there 

was still that small percentage of individuals who felt that their training needs 

were not being met. Not surprisingly, this is an issue that was then flagged during 

the interviews, and it was discovered to be an area of challenge that would 

require improvement on the part of EAL.  

It emerged during the analysis that when a training course is requested by a few 

individuals, EAL struggles to follow through with implementation, resulting in 

frustration among employees requiring the course. Further analysis of this issue 

requires that it be interrogated while considering the perspectives of EAL, in 

particular why they consider the number of trainees before implementing a 

training programme. Berge (2008) offers a probable reason which pertains to the 

training budget, in which case EAL would have to find avenues to offer such 

training courses without ineffectiveness of resources.  

On the same matter, it would also improve customer satisfaction if EAL, after 

failing to offer a training course that was requested by some individuals, would 

meet with them, explain the challenges and if possible, suggest courses which 

could be offered instead.  

5.3.4 Inability to adapt to new developments in the business 

Despite the significant recognition that EAL KZN was given for having been able 

to adapt to the changes caused by the Covid-19 pandemic, it was discovered 

that the same could not be said about its ability to adapt to other kinds of 

changes. One particular issue that was raised in the study is that changes are 

constantly taking place within Eskom, such as changes in the reporting structure 

of EAL from Head Office to Eskom Distribution in Provinces. The training 

department should swiftly embrace change so that customer service should not 

be compromised. 
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Another aspect of this problem is presented by Berge (2008), who recognises 

that there is a lack of proper planning on the part of training departments.  

Proper planning of training courses would require EAL to be abreast with 

departmental issues and to take them into account.  

However, in this instance results show a lack of alignment which is a notable 

concern among such theorists as Brassey, Christensen and Van Dam (2019) 

and Armstrong and Taylor (2017), among others. It is therefore imperative for 

this alignment to take place in order to improve the effectiveness of EAL’s training 

programmes.  

5.4 Strategies for improvement 

The last objective of the study was to recommend practicable strategies in enhancing 

customer service in Eskom Academy of Learning. To begin with, literature has proven 

that one of the most imperative strategies for improving customer service is through 

evaluation. Studies conducted by Meyer (2016), Armstrong and Taylor (2017) and 

Shenge (2014), among many others, concurred that constant evaluation produces the 

desired outcome, which is in this instance customer service.  

According to O’Sullivan (2010), one must be ahead of the pack to be remembered. In 

the sales or service field, people want to deal with the best salespersons or service 

providers, who must display attributes pointing to their positive attitude, their passion, 

and their success. 

Evaluation has the capacity to reveal areas of weakness, as was the case in this study; 

hence the issues presented in the above section. When these are addressed 

adequately, the resulting development is increased customer satisfaction. For this 

reason, the researcher recommends that EAL fosters a culture of evaluation that 

keeps them relevant and able to meet customer needs.  

In one of the studies that were reviewed in the literature chapter, Latif (2012) 

emphasised the need to foster customer satisfaction through effective service quality.  
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In the study, one of the areas highlighted as important was dissatisfaction with the HR 

business partner who attended a finance meeting without knowledge of the training 

matrix, and this is an issue that directly correlates with one of the areas of challenge 

within EAL. To that effect, it is imperative for EAL to also keep abreast with the training 

needs of its customers so that they can properly execute their duties. On the same 

trajectory, proactive planning should improve within EAL. In essence, EAL should 

constantly be using strategies such as a need assessment to remain knowledgeable 

about the training needs of employees.  

When this is done efficiently and effectively, EAL will not need to always wait to be 

approached to offer certain training courses but will be able to constantly upskill 

Eskom’s workforce by always suggesting, as well as implementing, training 

programmes that meet the organisation’s needs. The issue of planning is central 

according to Armstrong and Taylor (2017); thus, it is a core facet of strategic alignment 

which is stressed by Brassey, Christensen and Van Dam (2019). Good customer 

service is therefore a product of effective and proactive planning, as well as having 

training programmes that align well with the strategic objectives of an organisation. 

Again, with proactive planning, EAL would be able to address the challenge of not 

being able to meet some employees’ training needs as they find contingency 

measures to implement instead of just not offering the training. it is also critical for EAL 

to conduct on-job post assessments to determine if training received was relevant and 

effective. 

5.5 Chapter summary 

In this chapter, the researcher focused on interpretation and discussion of the study 

results. In the following chapter, the final remarks conclude the research report.  
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CHAPTER SIX 

CONCLUSION AND RECOMMENDATIONS 

6.1  Introduction 

The purpose of this chapter is to provide conclusions of the study which was 

undertaken by the researcher. In doing so, the chapter includes a summary of the 

study, concluding remarks on the findings in relation to the objectives, and 

recommendations for future research in the same area of focus. This research tackled 

the critical issue of training. 

6.2 Summary of the study 

The study was conducted with the aim of assessing customer satisfaction from the 

services delivered by the Eskom Academy of Learning in KZN, referred to also as EAL. 

The study focused mainly on the population of employees who work in Eskom 

KwaZulu-Natal. Within Eskom, EAL occupies the role of Learning and Development, 

thus it provides training to employees for the sole purpose of closing the competency 

gap within the organisation by building a highly skilled workforce and ability to meet 

the strategic objectives of the company.  

The study used a sequential research design which allowed for the collection of both 

quantitative and qualitative data. Systematic random sampling was used to obtain 

participants for the quantitative component of the study, while purposeful sampling 

was used during the qualitative phase. In total, there were 70 quantitative respondents 

and five qualitative respondents. Quantitative data was analysed using SPSS, while 

thematic analysis was used to analyse qualitative data.  

6.2.1 Major findings of the study 

The following are major findings of the study on each of the objectives that guided 

the study. 

Objective 1: To assess customer satisfaction from the services delivered by 

Eskom Academy of Learning.  
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Results indicated that EAL KZN has managed to be effective in meeting its goals. 

This was indicated by a significant level of satisfaction among employees from 

Eskom in KZN. The findings further indicated that the determinants of customer 

satisfaction were: 

● Meeting customers’ training needs 

● Willingness to listen to customers 

● Responding to queries on time 

● Professionalism 

● Prioritising customers 

● Facilitator preparedness 

● Applicability of knowledge and skills to work 

 

O’Sullivan (2010) wrote that clients want to deal with experienced, professional, 

and knowledgeable people. It doesn’t matter what age, race, or gender you are; 

provided that you are capable, it’s the first step towards ensuring that clients 

will be happy and loyal. 

Amongst all the demographic variables, only race proved to have an influence 

on the level of customer satisfaction.  

Objective 2: To identify areas of improvement within Eskom Academy of 

Learning in KZN.  

Eskom Academy of Learning is not without its challenges. While they have to a 

greater extent been able to satisfy the employees of Eskom KZN, information 

gathered from the interviews pointed out areas of challenge that require 

improvement.  

These are: 

● Lack of information from EAL regarding finance training matrix; 

● Lack of a proactive approach to training;  

● Inability to implement some training programmes;  

● Inability to adapt to new developments in the business. 

Objective 3: To recommend practical strategies in enhancing customer service 

in Eskom Academy of Learning.  
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Three main strategies were suggested for the improvement of customer service 

in EAL. These strategies are: 

● Being aware of the business training needs through Individual Development 

Plans and Macro training business plan;  

● Proactive planning of training interventions; 

● Fostering a culture of customer satisfaction assessment; 

● Conduct on-job post assessments to determine if training received was 

relevant and effective. 

 

6.3 Conclusions 

Based on the findings of the study, the following noteworthy conclusions are made. 

The services delivered by Eskom Academy of Learning in Eskom KwaZulu-Natal are 

of a good standard and are to a large extent in line with its fundamental goals. EAL is 

currently operating with the capacity to enhance the momentum of building the desired 

kind of workforce in KZN; thus, the study was able to show how it capacitates 

employees in a variety of ways to perform at their best.  

In terms of customer satisfaction, EAL has been able to meet many of the training 

needs of the employees and departments of Eskom KwaZulu-Natal. There was 

congruence between quantitative and qualitative results on this matter, which was of 

paramount importance as it justifies this concluding remark. This is not to say that 

there is no room for improvement: EAL would need to constantly work towards 

attaining higher levels of customer satisfaction. 

The study was able to reveal areas of weakness, which would need to be addressed 

to ensure a greater level of effectiveness from EAL. Despite its numerous strengths 

and areas of success, EAL still needs to work on the challenges that are highlighted 

in this study, keeping in mind that, left unresolved, they can multiply and fester within 

the organisation, as well as begin to negatively impact the strategic goals of the entire 

Eskom KwaZulu-Natal. 

EAL can improve customer service by focusing on the strategic recommendations 

discussed in this thesis. 

 



77 
 

6.4 Recommendations 

The researcher recognises that there are still many knowledge gaps in this field of 

research. Thus, the following recommendations are made. 

While this study focused primarily on the service that is offered by EAL at Eskom 

KwaZulu-Natal, there is acknowledgement of the fact that Eskom is a very large 

organisation that has many divisions throughout South Africa. Therefore, the study 

findings are limited in their generalisability. In future studies, obtaining data from 

different operational views would yield greater insight into the capabilities of EAL, 

together with its strengths and weaknesses.  

In terms of methodological issues, the writer recommends that future studies use a 

longitudinal design which would allow researchers to track changes over time. 

Moreover, a longitudinal design would give insight into EAL’s exact capabilities when 

it comes to adapting to change and resolving identified challenges.  

6.5 Chapter summary 

This chapter marks the end of this research report. It gave a summation of the entire 

study and the researcher’s concluding remarks, as well as recommendations for future 

studies.  
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ANNEXURES 

A. QUANTITATIVE RESEARCH QUESTIONNAIRE 

  

Dear Research Participant 

Thank you for showing interest in this study. Please note participation is voluntary. I’m currently 

completing Master of Management Sciences Human Resources Qualification at Durban University of 

Technology. To fulfil the requirement of completing this degree, I am required to complete a research 

project. You are therefore invited to participate in the research project survey titled Assessing 

customer satisfaction from the services delivered by Eskom Academy of Learning: A case study 

of Eskom KwaZulu-Natal Operating Unit. 

• The survey will take approximately 10-15 minutes to complete, and all responses will remain 
confidential and secure. 

• Please note that you can only place one X as an answer for each question.  
 

Participants 
name 
(optional): 

 

Gender: Male Female Other 

Age: 18 – 25 26 - 35 36 - 45 46 - 55 56 > 

Race: African White Indian Coloured 

Task Grading: T06 T07 T08 T09 T10 T11 T12 T13 

 

Division: 

Generation Transmission Distribution Finance Commercial Human Resources 

Corporate 
Affairs 

Sustainability & 
Risk 

Customer 
Services 

SHEQS Information 
management 

Eskom real estates 
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 General impression of EAL (Eskom Academy of 

Learning) KZN. 

Strongly 

disagree 

Disagree Neutral Agree  Strongly 

agree 

1. I am aware of the training courses and services 

offered by Eskom Academy of Learning.  

1 2 3 4 5 

2. EAL succeed in providing me with training courses I 

have applied for. 

1 2 3 4 5 

3. EAL demonstrate willingness and ability to listen and 

accurately interpret my requirements. 

1 2 3 4 5 

4. EAL respond to my enquiry within reasonable 

timelines. 

1 2 3 4 5 

5. EAL keep promises and provide feedback on 

progress regarding my enquiry. 

1 2 3 4 5 

6. EAL treat me in a professional manner in all my 

contacts with them. 

1 2 3 4 5 

7. EAL is easily accessible via all communication 

channels. 

1 2 3 4 5 

8. EAL put customer first in everything they do. 1 2 3 4 5 

9. I sometimes feel discriminated against in my dealings 

with EAL. 

1 2 3 4 5 

 During and after training attended  1 2 3 4 5 
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10

. 

Training logistics such as dates, venue, time etc. were 

clearly communicated in advanced. 

1 2 3 4 5 

11

. 

Training received met my expectations. 1 2 3 4 5 

12

. 

Training material used was of quality. 1 2 3 4 5 

13

. 

The course presenter was well prepared to deliver the 

training. 

1 2 3 4 5 

14

. 

The training environment was conducive to learning 

e.g., venue, temperature, visual aids etc.  

1 2 3 4 5 

15

. 

I am able to apply skills and knowledge learnt from 

training I attended. 

1 2 3 4 5 

16

. 

My performance has improved as a result of training I 

attended. 

1 2 3 4 5 

17

. 

My attitude and behavior changed positively as a 

result of training I attended. 

1 2 3 4 5 

18

. 

I am happy with the overall performance of Eskom 

Academy of Learning KZN. 

1 2 3 4 5 

Please give any additional comments and suggestions on how Eskom Academy of Learning KZN can improve.  

_________________________________________________________________________________ 

_________________________________________________________________________________ 

_________________________________________________________________________________ 

Thank you for completing the questionnaire 
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B. INTERVIEW GUIDE FOR QUALITATIVE RESEARCH 

 

The objectives of the research study are: 

- To assess customer satisfaction with the services delivered by Eskom Academy of Learning in 
KZN. 

- To identify areas of improvement within Eskom Academy of Learning in KZN. 
- Recommend practicable strategies in improving customer service in Eskom Academy of 

Learning in KZN. 

Questions: 

1. Please name some of the training courses and services offered by Eskom Academy in KZN. 
 

2. Does EAL succeed in providing the courses that you have applied for?  
Please support your answer by giving examples. 

 

3. Do you feel EAL provides you with quality training?  
 

4. In what ways do you feel EAL adds significant value to its customers? 
 

5. Do you think EAL puts the customer first in everything they do?  
Please explain and use examples, where possible. 

 

6. Please mention any improvements or changes in your department that were a result of training 
that was successfully attended by your staff. 

 

7. What is your general impression of the overall performance of EAL in KZN in 2019/2020 
financial year?  
 

a. Improved 
b. Remained the same 
c. Worsened  

 

Please support your answer 
 

8. Please give any additional comment and suggestions on how EAL KZN can improve. 
 
End.  

 

 




