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Message from the CEO, Richfield Graduate Institute of Technology

The Institution in its 29ear history, received great accolades and awards on a regional, national
and international scale foconsistent performance. Richfield Graduate Institute of Technology
has in particular been recognised for consistent efforts towards developing its Higher Education
and Training education system in South Africa.

The Institution recently won several interm@nal awards in Oxford (UK), Geneva (Switzerland),
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| commend Prof Rosh Maharaj for setting up the Research Department and the work done over
the past ten years. In particular, |1 would like to acknowledge Dr Stephen Akandwanaho for
leading theplanning and delivery of the Conference. The Institution is proud to have invested in
Technology to create an environment that stimulates research among staff and students with a
savvy information technology focus. This has laid the pathway for our nagrahd beefing up

of our programmes to respond to the challenges of the fourth Industrial Revolution and in
particular the embedding of Artificial Intelligence in Curriculum Design.

Richfield enhances the teaching for learning environment by providiigimfrastructure and
access to technologgnabled tools and resources, digital library facilities as an ongoing process.
Richfield has become one of the top 10 Moodle (Learners Management System) users in Africa.
In addressing the key challenges in Higkelucation, Richfield had focussed its energy in
integrating technology into the curriculum with the objective of improving student success rates.
The Institutions blended learning solution involves the use of a Tablet PC, Moodle as a Learner
Management Sstem, Video Lab for recording lectures, a shift from lecturer centeredness to
student centeredness and in this way facilitating a migration to a greener planet.

lff addzRSyda NBIAAGSNAY3I F2NJ I ATKSNI 9RdzOI (A 2y
Tablet PC as part of their learning material package. The Tablet PC inclugearanarranty, 16

GIG memory card, preloaded support lectures, access to Press reader, Emerald, Springer eBooks
and the Microsoft IT Academy. The Tablet PC is lightweightalglerand comes with a basic

odzy Rt S 2F Y2yaKte RIGF [ f-Fidslayaihbled ThdZ0SyTae | OC
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and certified in various tracks.

Ou collaborations on various fronts help facilitate research. The global multinational technology

giant, IBM, is partnering with Richfield to develop the next generation of technical talent in Africa

and beyond by making Richfield a hub for next generatianketdriven skills. Students and staff

of Richfield are set to benefit with advanced hasafsskills in a range of Information Technology

courses such as Cyber Security, Mobile Application Development, Business Analytics, Cloud, Big
Data Technologies,inS Ny S 2F ¢KAy3az . f2010KIAYyXZ SG0d ¢
economic development.



The Institution is also collaborating with the Council for Scientific and Industrial Research (CSIR).
CSIR members serve on the Research Forum, CIDD CoeanittesSenate. The collaboration is
contributing to enhancing Cybersecurity skills development, Cybersecurity Qualification
Development and coordination of research a Cybersecurity Qualification Development and
coordination of research and development leasleip, to improve cybersecurity resear¢taving
relevant knowledge, a good commercial image and investing in Research and Development,
through sound business strategies will place us on a higher platform for the Fourth Industrial
Revolution.

We therefoe see ourselves as not just a player in the Education space but equally assertive in
the Digital space. Richfield has become well known for lowering the cost of Higher Education
through the use of disruptive technologies yielding huge benefits for poatesiis to access
Higher Education. From this strong digital foundation Richfield is well positioned to contribute to
socially relevant education and research, promote-lifieg learning with technology support,
contribute to the development of a knowledge@omy ensuring academic integrity in its digital
transformation and improving the quality of teaching for learning. Richfield has already made
significant inroads into the Fourttndustrial Revolution by deploying aspects of artificial
intelligence, big dta cognitive technologies etc. in its curriculum review.

This conference will be followed by our second CIDD Workshop where some of the
recommendations shall be explored further and decisions taken about their possible inclusion in

our curriculum desigrand review processes. Some early aspectuificial Intelligencein

SRdzOF A2y RSaAaly oNBF1a lFglre FTNRY (GKS a2yS &aa
moving from lecturing to facilitation and coaching based on assessments from MoodlenStude
experiences are becoming more recognised particularly from an active tapping of social media
networks which allow for customised design and blended approaches for teaching and learning.

¢ SOKy2f238 y2¢ fSyRa AGaSt T alidzRENIIG SEIOK| § G SR ¢
end Richfield has partnered with the State University of New York in developing the Collaborative
Online International Learning (COIL) programme which will now make it possible for Richfield and

AAA students from its campuse®iin without South Africa andBNYQ& cn Ol YLIdzaSa I C
State of New York City to participate in online group projects, work integrated learning projects

and joint application development type initiatives. We believe in the notion that one of the key
components of the Fourth Industrial Revolution is the promise of Artificial Intelligence providing

a transformative technology that holds the promise for tremendous societal and economic
0SYSTAl® 28 0StASOS GKIG 2y S 21F0 bSI REQYT BA YRS
Y2340 LR6SNFdz 6SILIRY 6KAOK &2dz Oy dzaS G2 OKlI
Fourth Industrial Revolution by the inclusion of Al as a weapon.

Jay Ramnundlall
CEO RGIT



Message from the Conference Chair

A very warm welcod G2 WAOKFTASEt RQa Hnanmy wSaSkNOK /2y FS
Education, Business and Leadership. On behalf of the organizers, | would like to express my
sinceresgratitude for your presence. Special thanks to our keynote speakers and otheatisleg

who have traveled from far and wide to dignify and magnify our conference. | also want to thank

the authors for their submissions. You are the real stars of this conference, and we, the organizers

are but the instruments to bring together the best rdm involved in the research of these
multidisciplinary specialties around our theme. Therefore, thank you so much for your

LI NGHAOALI GA2Y Ay (GUKS wWAOKFTAStRQa O2yFSNBYyOS H

This premier conference provides a highly competitive forum for reporting thestat
developments in research and application of IT ideas in the triad fields of education, business and
leadership. We are pleased to present the proceedings of the conference as its published record.
| am personally looking forward to all the sessions, especially the paper sessions, which are the
heart of the conference and offer the platform for researchers and practitioners to share their
work. We are very pleased with the high level of abstract ssbions and look forward to
stimulating discussions. The conference them&ising to the IT Challenge; setting new norms

for Transformational Changén Education, Business and Leadershspeaks to the urgency for
quality deliberations on how we, as thesearch community can contribute to the growing
challenges of our time through collaborative and impactful research.

WAOKTFASE RQa O2y T SNBy OSearidnfiversary bittHe 6i§h oRRieNidlestI K ¢
Nelson Mandela whose foresight and visafreducation continue to be the lodestar of our time,

and to underpin our purpose, values and principles, as Richfield Graduate Institute of Technology.

We hope that this conference will further stimulate research in the area of IT towards solving
problems in the core domains of education, business and leadership, and provide practitioners

with better techniques, algorithms, and tools for deployment. We feel honored and privileged to

serve the best recent developments in the field of IT to you througheRciting conference.

¢CKS @GArAaArzy F2N (K A®Dld: EiSt toNifiect ad 2hy FdGaNdBrfedtSin IN for ( 6 2
the last decade and the disruption they have caused to different fields. Second, to assess the
emerging trends and propose solutiotiet will assuage and outlive the challenges engendered

by the disruption over the next decade. This is an exciting opportunity for engagement on what

we have done, where we are coming from, and where we are heading.

| am sure you will have fruitful améwarding exchanges in the next few days. | wish you every
success

Stephen M. Akandwanaho, PhD
Head of Research
Richfield Graduate Institute of Technology



Message from the conference co-convener

Tertiary Institutions have always played a pivotal inleesearch contributing to scientific, social,
and economic development. Research Iseip critical enquiry, paradigshifts and contributes
to scholarship, social and economic developmefigher Education has three core areas namely
Teaching & LearnindResearch and CommuniBngagement

WAOKTFASE RQa wSaSIHNOK 5SLINIOYSy(d gla SadglrofAiak
Rosh Maharaj provided leadership and guidance since 2008. The Institution has published its
Internd Research Journaince 2008 with contributions from internal staff. As part of itsygar

celebration, the Research Depamtnt is proud to be hosting itResearch Conference.

The Research conference complements otlmepartant academic eventaamely the Library
Conferance, Curriculum Innovation, Design and Development Committee (CIDD) and Senate
meetings Although our research is at disciplinary, professional and teaching level, its applications
and impact will help stimulate communities of good practice. The Confergnitehelp in
increasingknowledge networksinnovation strategies angesearch and development. Through

the current networks, we want to build a community of good practice for research. This
community of good practice will inspire our staff to conducteash and publish articles.

Education and research are equally important. Students investing in higher education are given
exposure and opportunities to use disciplinary knowledge to evolve and contribute itofigid

of study.

When students ar@volvedin researchbased learningtheyare bound to learn more and better

than they would without the integration of research. Students start as consumers of knowledge
and emerge as knowledge producgas theymove up the learning trajectory d¢ifelonglearning.

The Institution has created an enabling environment for research via numerous interventions
namely: The Research Digital Library which include Emerald Group Publislinmals and e

Case Studies, WARC Resources and SpringerNaRBwekecollectionThe institution has also
established a partnership with Emerald Grdepblishing fron2012.The Research Conference

will provide a platform for sharing experiences and good practices that will lead to further
discussions and contribute to quality promatiand enhancemenResearch will also contribute

to elevating academic integrity making our qualifications globally competitMentally
stimulating activities like research contribute to brain health. In "Educating the Brain to Avoid
Dementia: Can Mentdxercise Prevent Alzheimer Disease?", Margaret Gatz (2005) lists research
findings that support such position.

We look forward to increasing our pool of researchers and develop a community that ealee
immune toAlzheimer Disease, but contribute tea@omic and social development.

Dr Muni Kooblal
Chief Academic Officer
Richfield Graduate Institute of Technology
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Wednesday 12" September 2018

7:00-8:00

Registration and Tea Venue:
Registration: Auditorium 102, African Palms Building
Tea: L6Aperitivo Conference Centre, Aur

8:30-9:00

Welcome and Introduction (Dr Muni Kooblal, CAO Richfield Holdings)
Opening Remarks (Jay Ramnundlall, Group CEO Richfield Holdings):
Venue: L6Aperitivo Conference Centre

9:00-9:10

International message from State University of New York on COIL: Dr Strini Pillay, DUT, SA
Venue: L6Aperitivo Conference Centre

9:15-9:30

The 4th Industrial Revolution Requires Socially Relevant Education and Research.
-Prof John Trimble (TUT, Howard University, USA)
Venue: L6 Aperitivo Conference Centre

9:45-10:00

The Sustainability of Advertising Agencies in the Face of Digital Disruption
- Alistair Mokoena (CEO, Ogilvy & Mather, SA)
Venue:L6 Aperitivo Conference Centre

10:15:10:30

Lifelong learning: The Transformative Power of Technology in Higher Education
- Minister for Higher Education, DRC, Hon. Steve Mbikayi
Venue:L6 Aperitivo Conference Centre

10:35:10:50

Tea/ Cof f ee: L6Aperitivo Conference Cent

11:00-11:20

Panel Discussion; Track A:

The Future of Education: Al, Ubiquitous Learning, Development for a Knowledge Economy.
Moderator: Prof. Louis Fourie (DVC CPUT)

Venue:L6 Aperitivo Conference Centre

Panelists: Mr. Tola Adesina (Coventry University, UK), Prof. John Trimble (TUT), Mr. Jay
Ramnundlall (CEO, RGIT), Dr. Sampan Silapanad (Western Digital, Thailand), Hon Steve
Mbikayi (Minister of Higher Education, DRC), Brian P. Lewkowicz (Robotics Process
Automation, Ernst & Young, SA), Alistair Mokoena (CEO, Ogilvy & Mather, SA).

11:25-11:40

The Publishing Landscape, Publication Ethics, Choosing the Right Journals and Avoiding
Predatory Publishing.

- Mr. Sibu Zondi (Manager, Emerald Publishing)
Venue:L 6 Aperitivo Conference Centre

11:45-12:00

The Future of Work: Tomorrow being shaped by today
- Brian P. Lewkowicz (Robotics Process Automation, Ernst & Young ,Ernst & Young, SA)
Venue:L O Aperitivo Conference Centre

12:05-12:20

Offering high quality individualized learning using adaptive intelligence
- Dr Mark Horner (CEO, Siyavula)
Venue:L O Aperitivo Conference Centre

12:25-12:40

Dr Shaheeda Essack (Registrar PHEI, DHET, SA)
Venue:L O Aperitivo Conference Centre

12:45-13:05

Panel Discussion; Track B:
Academic Integrity

Moderator: Dr. Ngubane Sithembiso (UniZulu)

Panelists: Prof. Sibu Moyo (DVC, DUT), Dr. Shaheeda Essack (DHET), Dr. Mark Horner
(CEO, Siyavula), Mr. Sibu Zondi (Emerald), Dr. Strini Pillay (DUT), Dr. Muni Kooblal(RGIT),
Mr. Tola Adesina (Coventry University, UK), Dr. Sampan Silapanad (Thailand), Jay
Ramnundlall (CEO, RGIT)

Venue:Ld Aperitivo Conference Centre

13:10-14:10

Lunch: Royal Palm Hotel (Private Venue)




14:15-14:30 How Brain Science and Technology can combine to improve 21t Century Teaching and
Learning.
- Dr Lieb Liebenberg (CEO, ITSI)
Venue:L6 Aperitivo Conference Centre
14:35-14:50 Dr Sampan Silapanad (Western Digital, Thailand)
Venue:L 6 Aperitivo Conference Centre
14:55-15:15 Cybersecurity Capability and Capacity Building in Africa -The Role of Business and
Education
-Prof. Joey Jansen van Vuuren (CSIR)
Venue:L 6 Aperitivo Conference Centre
15:20-15:40 Panel Discussion; Track C:
Cyber warfare and Security; E-Learning Systems
Moderator: Dr. Jabu Mtsweni (CSIR)
Panelists: Dr. Brett (Senior Lecturer, UKZN), Ms. Leeann Govender (RGIT), Mr. Alan
Walker (CEO, Walcom), Dr. Kiru Pillay (Cyber Security Director, Department of
Telecommunications and Postal Services), Prof Joey Jansen van Vuuren (CSIR), Dr.
Sampan Silapanad (VP, Western Digital), Mr. Myles Thies (EiffelCorp), Dr Sanjay Ranjeeth
(UKZN), Mr. Zane Ramnundlall (RGIT)
Venue:L6 Aperitivo Conference Centre
15:45-16:00 |Tea/Coffee:L 6 Aper i ti vo Conference Centre
Parallel Session
Parallel Session 1: Parallel Session 2: Parallel Session 3:
Venue: Richfield Auditorium Venue: Richfield Auditorium |Venue: Richfield
101 A 101 B Auditorium 102
16:00-16:30 |The role of online business|An investigative research on|The Symbiotic
registration in service branding: Alus er sd® per cept i|Relationship of
case of department of trade and|Systems service quality at the | Marketing and the
industry in Congo-Brazzaville University of KwaZulu-Natal Digital Age
-Dr Momo Michael -Ms. Zanele Ndamase -Lavashnee Naidoo
17:30 for Venue:L6 Aperitivo Conference Centre
18:00

1) Cocktail & Networking
2) GalaDinner

3) Master of Ceremonies by Mr. Henry Ramkissoon
4) Entertainment by Logie Naidoo (Politician turned comedian)

Programme Directors: Dr Muni Kooblal & Dr Stephen Akandwanaho

Thursday 13" September 2018

8:00-8:30 Teal/Coffee/Registration:
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8:30-9:00 Feedback on Day 1 proceedings by track session moderators and parallel session chairs::
1) Prof Louis Fourie i Track A
2) Dr Ngubane Sithembiso i Track B
3) DrJabu Mtswenii Track C
4) Dr Stephen Akandwanaho i Parallel sessions, 1,2 & 3
Venue:Ldb Aperitivo Conference Centre
9:15-9:30 Global Learning through internationalization: The Role of Technology
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Venue:Ldb Aperitivo Conference Centre
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Part 1: Keynote Abstracts

John Trimble: The 4" Industrial Revolution requires socially relevance Education and
Research

The evolution or revolution in computing has been truly phenomenal. Computindpders
central to the 3 Industrial revolution and is even a bigger factor in tielddustrial revolution.

To assure that we direct théMIndustrial revolution in an ethical and humanistic direction we
should focd 2y  W! LILINE LINKThidl & tecin@d@¥K 16 2eingoder Ppadple and
communities. Technology transfer from the university to the community is important. There are
two types of technology transfer: Vertical transfer of technology from basic research to applied
research, then on taevelopment, and production; andHorizontal technology transfer where
technology used in one place or context is transferred for use in a different place or context.

The technology transfer should also manifest in outreach work with community to provide
training, education and jobs; Job and Enterprise creation research to research on job creation
with existing industries and plan new enterprises that are community based; dissemination of
research to share and collaborate with academics internationally. Finalglai@zing the
process of decolonizing the curriculum should encompass the following: critical & creative
thinking; computational thinking; scientific thinking; systehinking; appropriate technologies;
development studiesgthics & decoloniation.

Alistair Mokoena: The sustainability of advertising agencies in the face of digital disruption.
Introduction:

The main issue at hand is that the digitalization of the marketing and advertising indhastry
disrupted the functioning of advertising agencies.yKaspects of this digitalization process
include concepts such adigital marketing, marketing technology, dadad analytics artificial
intelligence and machine learning. Digitalisation has also given rise to new competitors such as
new small agile digil agencies, technology companies like Google and Facebook, and large
consulting firms like Accenture whare entering the advertisingndustry using a different
business modelThe business model that advertising agencies have been relying on for decades
has come under scrutiny in recent times, with questions being asked about its appropriateness
in the digital age. The above explanation has informed the follownofplem statemetZ the

South African advertising industry is using an outdated and ineffective operating model and
0dzAAy Saa | LILINRE OK2 FOARWLISEKS mbpTthiKQS RAIAGEE | 3Sc

Objectives
The primary objective of this study is to explore the impact of digitaligtson on the advertising

industry anddevelop a Critical Success Factors framework for the sustainability of advertising
agencies in a digitally disrupted ecosystem.

13



Summary ofFindings:

The advertising ecosystem is made up of the following elementsmiaketing function, the
advertising function, clierdgency relationships, the end consumer/customer, the media
landscape and competition in the advertising industry.

Table 1 below discusses the impact of digital disruption on the abwtioned aspectsf the
marketing ecosystem as well as the drivers of sustainability of advertising agencies.

Table 1: The impact of digital disruption and drivers of sustairdti

Elements of the

Impact of Digital Disruption

Drivers of Sustainaltity for

Advertising advertising agencies
Ecosystem
Consumers/Customer  More vocal, more Relevance; better insights

interactive,

1 More discerning, more
demanding, more critical

1 More choice, less attention
to advertising, harder to
reach

More purpose work
More engagement
More democratic / more
accommodating

1 Mass customization,
curation

= =4 4 -9

1 More purpose driven
1 More tech savvy
Media landscape 1 Fragmentation, more 1 Transparency
choice 1 Programmatic media
1 Ad fraud buying
1 Brand safety I Social mediaervices
1 Interactive 1 Compliance
1 Legislation (POPI)
Marketing & 1 Digitalization 9 Digital skills
Advertising functions | § Technology 1 Speed, Agility
1 Disruptors, increased 1 Efficiencies
competition 1 Measurability
1 Revenue and Margin M New Services: Data, CRM
pressure eCommerce
1 Return on investment 9 Shift from traditional to
1 Insourcing digital advertising

1 High staff turnover

1 Shift from advertising to
customer experience

ClientAgency
Relationships

1 Less loyal, more choice,
more competition

9 Less trust

Commoditization

=

1 Fee and margin pressure

1 Shift from retainer to
project fees

1 Need own platforms for
annuity income

i Transparency
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9 Archaicremuneration 1 Codevelopment, co
models location, mixed client
agency teams

9 Shift of focus from creative
awards to business impact

i Strategic consulting

services

Multi-skilling, hybrid talent

New digital services

Competition in the ad | I Small, nimble, agile,
industry cheaper agencies

= =4 A

1 Digitally led agencies Technology better

{1 Traditional agencies closin product, faster and
down cheaper processes

1 Tech firms 1 Leaner structures,

1 Media firms automation

! Cheaper global competitor| 1 Consolidation, M&A

1 Clients insourcing Activity

1 Commoditization price war

Conclusion

Like most industries, the advertising and marketing industry has been impacted by digital
RAANHzZLIGA2Y RdzS G2 GKS AYyKSNByd ¢ShHliySaaSa
business model. The future belongs to leaner, nimble, agile, digitallyeleld savvy agencies that

are customeicentric, more efficient and effective. Old traditional advertising agencies with large
overheads and undedeveloped digital skills face an existential crisis. The advertising industry
therefore needs to urgently emrbce digital transformation or risk loss of relevance and
ultimately disintermediation from the broader marketing value chain byfditpurpose
competitors.
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Brian P. Lewkowicz: The impact of rapid technological change

The way of work is changing due technology enhancements and the need bursinesseso

continue to grow in an ever changing environment. Are we aware of the challenges business face

and how the workforce of the future will change to meet these clem@nd challenging
environments?

Another perspective is thatapid advances in artificial intelligence and the rapid adoption of

robots across diverse industries are stalking the fear of jobless growth. Responses to these
RS@PSt2LIYSyiGa KIS F20dzaSR 2y 4 KljobsHoveveRie (2 Sy
focus in these debates is misplaced. Jobs are not created or lost because of a single technology,
but because of the business models designed to leverage the power of the technology. Uber, for
SEFYLX S5 YI & éhéilinglahdét SBRSNIZA O bzt GKS o0dzaAy Sa
applications including algorithms, the automobile and GR& of which are organised around a

single business model.

Mark Horner: Offering high quality individualised learning using adaptive intelligence for

high school maths and science

Rather thandevelopingtechnology fori SOKy 2 f 2 8 & Gndportant tp Startwith the
foundations ofwhat makes for gooteaching andearning by leveraging technology to create a
more effective learning environmentRecent developments in Technology engender
extraordinary opportunities, for example developmentdiata Analysisand Cognitive Science
While leveraging technology for effective teaching and learning, questions should be fmrsed,
examplewhat kinds ofpractices enhanceearning?

Owing to technology advancestggtising for mastery needs to beogtdirected with targeted
feedback pitched atthe appropriate level of challengef a sufficient quantityand fquenced
appropriately(interleaved) This intirn creates a unigue experience based on adaptive learning.

Joey Jansen Van Vuuren Cybersecurity Capability and Capacity Building in Africa -The

Role of Business and Education

Transformation in the Cybersecurity environment capability cannot be attidiryea single party;
researchers, government, private industry and academia should join hands and create public
private partnerships to share their knowledge and create solutions. If South Africa wants to be
sufficiently equipped to respond to cyb#ireats and to ensure growth in the cybersecurity
sector, the country needs to strengthen the pipeline of cyber talent and support the development
of a cybersecurity workforce. These requirements provide an opportunity for industry, in
collaboration with governmant and academia, to initiate innovative and exciting approaches to
establish cybersecurity and a cybersecurity workforce in South Africa. This talk considers
measures for governments, business and academia to alleviate the cyber skills shortage.

Tola Adesina: Global Learning through internationalisation: The Role of Technology
Collaborative Online International Learning (CQitgmotes the use of technology to help
students acquire global competencies: the attitudes, skills, and knowledge to liveahkdn a
multicultural and interconnected world. The experience of traveling and studying abroad can be
transformative Using online communication to connect faculty and students across borders is

16



proving to be an accessible, affordable, and flexiblgampat a growig number of institutions
around the world. Like many education abroad programs, virtually connected classrooms can
provide meaningful global learning and crasdtural experience.

Internationalization of education prepares studentsfunction in an increasingly international
and culturally relevant and diverse environmefhe integration process of international and
intercultural dimensionsn education ighe function of: teaching, researching and institutional
service deliveringAs amatter of fact, nternationalization of higher education is no longer
regarded as goal in itself, but as a means to improve the quality of education.Khlogvledge
translation and acquisition, mobilization of talent in supporg@bal research andrehantment

of the curriculum with international contenare some ofthe benefits of internationalization of
higher education. At the centre of internationalization is technology whiehhance global
learning in the classroom. Howevartegrating technologyn the curriculum in order to enhance
a0dzRSyGaQ 3t 20 furaf eXperdtd cadbe Ehdlldng AtyfelubrdsXadtttional
time and creativity of faculty and staff, and depends upon adequate Internet connectivity and
equipment, among other timgs.

Myles Thies: A Robot Took My Job and Other Headlinesrom The Year 2030: Future

Proofing Universities and Collegedor a Rapidly Changing World

One hundred and seventy years ago Karl Marx hints that robots could replace humans in the
workplace.

Penned in 1848 Marx states:

GhyOS FIR2LIISR Ayid2 (GKS LINRPRdAzOGAZ2Y LINROSaa

through different metamorphoses, whose culmination is the machine, or rather,

an automatic system of machinery. The workers themselves are caslyrasrits

O2yalOAaz2dza f Ayl 3Sade
The 4th industrial revolution has already started to affect the workplace, and its impact will
AYONBIFasS S@Sy TFdzNIKSNI 20SNJ (GKS ySEG aS@OSNI ¢
to reproduce technical skills, shld not be complacent about how much it will affect their
industry and livelihoods in the medium to long term.

The ageold debate of whether institutions should prepare the worker for the industry or if the
industry is responsible for this persists.Heit way the new entrants to the workplace will have

to rapidly adapt to one dominated by technology. This means learning and skills training
programmes have to encourage committed student -siléction, agile skills acquisition and
adaptable outcomes asssment and completion mediated through technology.

The options open to learners are increasing too. As education institutions across the globe invest
more in online offerings, droves of students are embracing blended modes of learning and will
gravitate to those courses where the options for engagement are flexible, engaging and
recognised for their quality and employment prospects post completion
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How do Institutions of learning plan to face these challenges and what parts of their digital
teaching & éarning strategy address these issues today? What can institutions do now to
promote and impart vital digital skills for educators and staff to include on training programmes
to help them achieve higher levels of quality and engagement? Lastly, howstitlitions of
learning manage new innovations like personalisation, demonstrated competency & concept
mastery?

John Singh: The blockchain: Trends and paradigm shifts

The blockchain has generated much excitement over the last few yHaissis in part de to the
trends and paradigm shifthat havecome to the foren recent times.Blockchain is a distributed
ledger that underlie security for digital transactions. A key aspect of block chaismart
contracts which provide airtight agreements that musbe honoured by all parties in the
transaction. Blockchain is also credited for its ability to verify information in real time, hence
combatting fraudlt lends itself tahe Internet of Things (loT) where edge computing has become
ubiquitous. Edge comping pushes the frontiers of computing applications, data and services
away from the centralized nodes to the logical extremes of the netwBlckchain provides
trust that is required to ensure data exchanges and services in a virtual environtrsekey
advantages include decentralization, tirseries data, collective maintenangarogrammability
and security. The technology lends itself donstructing a programmable monetary system,
financial system, and even the macroscopic societal system.

On traditional server architectures, every application has to set up its own servers that run their
own code in isolated silos, making sharing of data hard. If a single app is compromised or goes
offline, many users and other pp are affectedOn a blockchairgnyone can set up a node that
replicates the necessary data for all nodes to reach an agreemeninake transactionsThe

user dataremains private, but apps are decentralized, which is tiosvinternet was supposed

to work. Moreover, with Ethereum, usersan build and deploy decentralized applications under

the blockchain technology.

Gerald Thaver: Marriage of Al and HR - finding middle ground

The impact of Artificial Intelligence (Al) on human capithls is an area that is on the transition
from of HR from a transaction to onaf a strategicpartner. Other areas also covered included

the future skill sets required as defined by the World Econdfoitim.On boardng was covered

from the perspectivéhow A Ican enable a more engaging apérsonalizedthis approach was

also adopted when covering changing customer needs cogitative supporting decision making,
performance evaluation and the emergence of new training programmes. The last area
presented was requisite skills like critical thinking and intiomaneeded for the public and
private sector employees.

Wayne Janneker: Digital Alignment, The role of IT in HIV prevention and treatment.
Particularemphasisis placedon the role of mobile technology in HIV prevention and care.
Popular mobile technologiese not only confined taell phonedut alsonativeand cloudbased
applications, social media, amdobile websites. The recent explosion in the use of social media
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can have a tremendous impact on HIV research, because these technologies can serve as
platforms not only to reach a large number of at risk individuals but also to gather data on the
behaviours of these individualExamples of information technologgterventions used within

the HIV response cover a broad spectrum.

For example, a number of 4mealth apps (computer programmes that are downloaded onto
mobile devices) exist to help people living with HIV keep track of when they have taken
antiretroviral medcation or to help health workers record and evaluate patient data.
Increasingly, communications apps such as WhatsApp are playing an important role in helping
people communicate with trained healthcare providers and counsellors at times and in places
that suit them.Moreover, Telehealth camcrease the speed at which someone can access care
and can reduce the costs associated with accessing it, such as travel costs. It particularly holds
promise for the delivery of healthcare in rural are¥i¢ith the adven of ¥. A 3 which réfer€)

to massive volumes of digital data being generated through the use ofNofiesdata is collected

on HIV patients for analysiSome data sources are more obvious than others. For example,
online patient surveys clearly exist generate data, however comments made on social media

in response to a healthaenpaign are also a data sourtgsing new analytical tools on big stores

of digital data is providing the HIV response with the means to evaluate changes in the epidemic
at individual, community, population, local, national, regional and global level in a more accurate
and valuable way than ever befare

Part 2: Panel Discussion Summaries

Track A: The future of education: Al, ubiquitous learning, Development for a knowledge
eonomy

When talking about the digital university of the future, the panellists hadoubt that the future

of Higher Education involves the increasing use of technology in almost all aspects. Although
access is important, we will move beyond access. Itiqudar Al will play a major role in the
fourth industrial revolution (or Industry 4.0) and will be embedded in most technologies that will
be used in education (e.g. support chatbots, students at risk, prescriptive analytics). Teaching and
learning in thedigital university will require change from a cognitive pedagogical approach to a
(socie) constructive approach where knowledge is (co)constructed by the students. This
approach entails a change from the professor as teacher to the professor as facilfta¢ 4"
industrial revolution requires a total new set of skillsSouth Africa wants to take part in the
global race, HEIs will have to adapt their curricula and learning environment to include the new
hard and soft skills that are needed for tfarth industrial revolutionDue to the extensive use

of new technologies like blockchain in the future, we will see much more international
cooperation. However, to ensure that quality do not suffiele to the use of technologQuality
Management will Bcome of the utmost importance in the digital environment.

Track B: Academic Integrity o o A
¢CKS LIySttArAada oSNBE IAPSY GKS 2LILIR2NIdzyAate G2
The responses were quite similar and included issues around moral ebdbehaviour in
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academia, responsibility in academia, educational/professional ett\iby.is academic integrity
important? Panelists noted that academic integrity ensures quality of academic work that is
produced, ensures professional credibility, proté & 2y SQ& NI LJdzivhidh gives/ | y R
the university good academic standing and professional status. Students are encouraged not to
engage in plagiarism as it impacts on their academic career.

Track C: Cyber warfare and Security; E-Learning Sysems

The panel noted that cybersecurity affects all spheres of our business and also borders of national
security and personal lives. A number of challenges were highlighted noting theccttisg

nature of cybersecurity, including affectingesarning sygems such as Moodle, which is widely
used by Richfield and other educational institutions. During the panel, it was highlighted that
South Africa is the largest victim of cyb®ime and cyber incidents continue to increase in
various shapes and forms. Thanel also resolved that cybersecurity skills are in shortage, but
critical in addressing the myriad of challenges in South African and globally. It was also mentioned
that cybersecurity awareness and culture need be inculcated in our institutions in rdeake

users aware and for them to protect themselves against the threats in the cyber .space
Furthermore, the panel resolved that the following needs to be done to deal with cybersecurity
challenges:

1 Build our own cybersecurity capabilities and capacit
Introduce cyber security concepts at early agechool level

Formal cybersecurity qualifications in our institutions and Richfield could lead this process

1
1
1 Continuous protection of our systems, data and technologies using various approaches
1 Collaborations, as no one organization can address all cybersecurity challenges

1

Critical Thinking: we need to think differently so that we can come up with different
solutions

Track D: Smart Cities; E-government

E-government

A wave of transparent policiemd operating procedures is sweeping the globe for governments
to proactively release critical information and establish structures for individual citizens to access
government information on demand. The South African government has completed its term as a
lead-chair of the open government partnership which aims to improve public sector governance
and encourage civil society participation in making governments more open, accountable and
responsive to citizendt is importantto discusghe primary issueswsrounding the successful
implementation of open government information regulations in South Afiacel comparinghe

key concerns with those thdtave emerged in other context$he transformative promises of

big and open data innovation are substanfiat enhancing the provisioning ofgovernment
services, increasing openness, transparency and smartness within governments as well as
fostering seamless interactivity between governments, citizens and business ddoteever,

there are intrinsic policy lallenges that should be addresseelgarding big and open data
innovation
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Smart Cities

The holy grail of smart city innovations is an integrated and sustainable methodology to improve
efficiency of city operations and quality of life of citizeHswever, despite the recent surge of
research activities and initiatives of smart cities in practice, there are still a number of challenges
to be surmounted in order to realise the ultimate vision of smarter cities.

What are the likely challenges srhart cities within the context of South Africa and how can these
chdlenges be adequately addressed?

In recent years, smart city has come to imply a certain idealised view of the city in relation to
open government, where everything and anything can benitored through a novel cutting
edge technology of the Internet of all things that offers to connect a plethora of digital devices
endowed with several sensing, actuation and computing capabilities with the Internet to provide
manifold new services in theontext of a smart city. However, any technology solution can
exacerbate problems of social inequity and data privacy. Smart cities, no matter how they are
defined, will drastically increase speed and opacity of government decision making, while the
control infrastructures and processes for such decisions will remain outside of government
through outsourcing.This problematizes the relationship between citizen and government,
particularly the desires for government to be more efficacious in deliveringgséivices more
transparently, accountably and engaging with the public.

Track E: The fourth industrial revolution: A time of rapid change

The 1stindustrial Revolutiofrought with it a major shift from relying on animals, human effort
and biomass as prary sources of energy. A point was made that in reading the history of
western civilisation it is clear that there was a shift to rely on the usage of fossil fuels and the
mechanical power which improved production.

The 2ndindustrial Revolutionmeant that the mechanization process that had been seen in the
1stIndustrial Revolutiortould now be electrified. This resulted in mass production! In the first
Industrial Revolutiortandles and gas lamps were used to light homes and factories. Therefore,
we canconclude that many activities were simply done in the daytime. Production could now
proceed in factories regardless of the time of the dagonomists of the time highlighted that
electrified mechanisation caused a major incline in unemployment due tdhimes taking the

jobs of actual humans. Production costs and prices fell dramatically and there was a rapid growth
in productivity.In 2012, the Economist observed that the first two industrial revolutions made
people richer and more urban.

In the third Industrial Revolution advances in computing power has enabled new ways of
generating, processing and sharing information. In the pas$ O & factories and
manufacturing jobs moved to Asia and other developing countries' simply because of labour
costs, what we have seen with digitization and automation is that labour costs will become less
and less important.

With regard tothe Fourth Industrial Revolution it is he convergence of technologigbat
distinguishes it from otheindustrial Revolutions. The World Economic Forum (WEF)survey
points to three reasons why what we see today cannot be a prolongation of thén8udtrial

21



Revolution Velocity, scope and system impabtoreover,the speed of current breakthroughs

has no historical precedent, that when compared with previous industrial revolutions, the 4th
Industrial Revolutions evolving at an exponential rather than a linear pace #mat it is
disrupting almost every industry in every countiy. an environment where technology is
disrupting every industry in every country, businesses that are not moving with times are at risk.
Employees that do not adapt to time are also at risbkehg redundant.

Track F: Marketing in the 21st Century

G! O0O2NRAY3I (2 GKS Dfz2olf S5A3AGFHE {GFraGAadAaAdax
accounts in SA and 10.6 in 2014. ThilN&a Sy G4 & Iy | f YEh& indensogres they ONE |
importance of social media as a target market forf'Zentury marketingVarious issuethat
deserve attention in this day and age anater-alia, technological advancements; socially
responsible marketing, changing profile of consumers (teeteory and onlineommunities),
consumption patterns and competitioAt the core of 21 century marketing arenillennialswho

are the major consumers and users of the technologies. They are therefore pivotaldueted|
marketing strategyHowever, ay marketing stratgy shouldnot lose sightof the conceptof
WE20AFE O2YYSNDS Q subkha idEness ehdlllBnges. NthefcGhdesatidndndved
to the implications for product development as wellthough shoppinghas become a social
experience, thequestionthat still lingers is whethethere isan overload on social media
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PART 3: FULL -LENGTH PAPERS

Appropriateness of TransnationalStrategy in CrossBorder: A case of Kenya Commercial
Bank
Okoche John Michael Maxel
Graduate School dusiness Leadership
University of South Africa
okochem@gmail.com

Abstract Transnational strategy involves mixing attributes of nadidtmestic and global
strategy therefore localization. Emergence of globalizafb@mosing on standardization of
products and services has resulted in concepts like localization. Different scholars support
divergent approaches in croes®rder banking. In view of the divergent views the
researcher commissioned a study to undertake amsas®ent of the influence of critical
aspects of transnational strategy and competitiveness by Kenya Commercial Bank.
Positivism was used as the research paradigm to guide the research study. This mainly
used positivist philosophy for determination of reshadesign and methods of data
collection. The sample of 220 respondents was used for collection of quantitative data from
Uganda, Rwanda and Burundi. These were mainly managers, employees and agents of
Kenya Commercial Bank. Quantitative data collecteds wanalysed using SPSS.
Descriptive, inferential and confirmatory factor analysis was used for assessment of the
influence of the critical aspects of transnational strategy on competitiveness by Kenya
Commercial Bank.

Key Words: Transnationalgrossborder, Competitiveness and Banking

1.0 Introduction

The Transnational strategy involves careful crafting of a single strategy with differentiation
and lowcost advantage; the value chain activities are coordinated simultaneously on both a
global and country basis (Diconou, 2011} is important to note thathe international
competitive environment, the ability to develop a transnational organizational capability is the
key factor that can help a firm adapt to the changes in a dynamic envirofimambwska

and Kakol, 2013). A transnational strategyhybrid situated between the mwdbmestic and

global strategies, seeks to achieve global efficiency and local responsiveness (Luo and
Shenkar, 2006). Firms maintain greater intrgt, integration @ jointly exploit existing
knowledge or explore new knowledge (Zander, 2004).

Transnationality influences the global learning process and knowledge sharing within an
integrated structure (Luo and Shenkar, 2006). Firms depend more on information and
communication systems for coordination (Ghoshal and Nohria, 2008). The organizational
structure and global market diversity confers greater coverage ofumtraransfer of
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information and resources (Child, 2005; Birnik, 2007; Berry, 2015). Transnationéditysa

| anguage selection and preference by foreighn
foreign markets and resources (Verbeke and Kano, 2015; Moran, Harris and Moran, 2011;
Neeley and Kaplan, 2014). Firms using a hybrid strategy must trainstiactive competences

within the network while heeding pressures for local responsiveness (Camillo, 2015;
Gooderham, 2012). Transnational firms consist of subsidiaries that fulfill varying roles with

some subsidiaries playing strategic roles that gldioads reserve for their headquarters

(Birnik, 2007; Buckley and Ghauri, 2015; Verbeke, 2013). Foreigrusitls adapt to different
organizational forms and identities to meet local government requirements and/or achieve
various strategies and objectivesufLand Shenkar, 2008). The common practice is for the
firm to use a shared | anguage as the parents?®o
have strictly ethnocentric staffing policies (Luo and Shenkar, 2006).

Transnational strategy emphasis issabsidiaries fulfilling diverse roles and the headquarters
undertakes strategic role of coordination (Birnik, 2007; Buckley and Ghauri, 2015; Verbeke,
2013), transfer distinctive competences within the network while heeding pressures for local
responsivenss (Child, 2005). There is a need to minimize conflicts between globalization and
localization. The firm also seeks to expand foreignuits while headquarters maintain less
control over local units. The strategy fits well in a situation wherausitsmust be sufficiently
differentiated to confront diverse cultures and unique markets with diverse tastes and
preferences (Luo and Shenkar, 2006).

2.0 Purpose
The purpose of the study wde undertake an examination of transnational strategy on
competitivaness by Kenya Commercial Bank

Research Design and Methodology

Philosophical issues are critical in the clarification of designs, provision of answers to questions
being investigated, helping the researcher to recognise designs that work and creating designs
2dzi AARS GKS NBaASI NOKSNDRa Sl (0BIPSHIVGE desearchNB & 6 S
philosophy guided the study. The study in accordance to positivist research paradigm assumed

that different observers may have different viewpoints (EasteBoyith, Thorpe & Jackson,

2012). It is for this reason that posism argues that the social world exists externally and its
properties have to be measured objectively rather than by subjective inference (EaSenitly

et al.,2012).

Positivism provides the best way of investigating human and social behaviour that originated as

a reaction to metaphysical speculation (Aiken, 1956). Comte (1953:3) further argues that all good
AYyGaStftSOG KFa NBLISEGSR aAi krowWedgelagag fyom hat ivick S | Yy R
is based on facts. The basis of ontological and epistemological assumptions about the existence

of reality and externally determined truth provides for the techniques for investigation that uses
guantitative methods. Positism philosophy; existence of objective reality, the researcher
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independence from the study, human interests whsing irrelevant, explanations must
demonstrate causality, research was progress through deductions and hypothesis, concepts was
beingdefinedfor ease of measurements, unit of analysis wasgreduced into simple terms,
generalisation through statistical probability, and sampling by use of large numbers.

In accordance to positivist research philosophy the study used quantitative methada of d
collection and analysis for the investigation of crbesder strategies for competitiveness.
Quantitative methods of data collection were used for examination of the impact of global strategy
on competitiveness by Kenya commercial Bank. This was pilymay use of questionnaires
which were administered to employees of Kenya commercial bank. Validity and reliability of the
guestionnaires were tested as a means of credible in@lopal strategy was examined by
looking at the different aspects of ghitstrategy; global appeal, global dynamics, capture global
markets, standardization, and centralization. Global strategy has been analysed by looking at the
different concepts of competitive advantage; efficiency, risk management, learning and
innovation. Diaconou (2012) argues that global strategy involves careful crafting of a single
strategy for the entire network of subsidiaries and partners, encompassing many countries
simultaneously and leveraging synergies across many countries or organizattsalredigh.

This facilitated development of pie charts, bar graphs for descriptive statistics and inferential
statistics.

3.0 Findings of the study
Transnational strateggxaminedby looking bargaining power between the subsidiaries and

headquarters, rpensiveness to parent and local dynamics, knowledge sharing between
subsidiaries, specialised roles played by some subsidiaries, research and development are
undertakerby subsidiarieso enhance competitivenesbhe transnational strategy analyded

looking at the different concepts of competitive advantage; efficiency, risk management, learning,
andinnovation. This involves careful crafting of a single strategy with differentiation and low

cost advantage; the value chain activities are coordinatedtaimaausly on both a global and
country basis (Diaconu, 2011); its critical to developing a transnational organisational capability
is the key factor that can help a firm adapt to the changes in a dynamic environment (Twarowska
and Kakol, 2013)A transnaibnal strategy, a hybrid situated between the nudtnestic and

global strategies, seeks to achieve global efficiency and local responsiveness (Luo and Shenkar,
2006).

4.0 Subsidiaries have bargaining power while negotiating with headquarters and limited

flexibilities

The responses sought from the respondents regarding whether Kenya commercial banks subsidiary
branches have bargaining power while negotiating with headquarters and also limited flexibilities

in policies responding both local and internaticshynamics. Finding®f the extent of the study

are aboutwhether Kenya Commercial Bank undertakes chmssler banking with a mix of
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international and local dynamics by allowing the subsidiary to bargain and providing flexibilities
provided infigure 1 below.

Strongly Disagree mDisagree m Not Sure mAgree m Strongly Agree

& 3.30%
. e 19 60%
Limited flexibilities in policies 58,500
16.70%
L 1.50%
. . e . 14&0%
Bargaining Power with subsidiarie o  s6.200
17.50%

Figure 11: Showing whether KCB subsidiaries have bargaining power and limited flexibilities

in policies

The study established that 17.5% of the respondents strongly agreed, 56.3% agréedet.4

not sure, 14.3% disagreed and 1.5% strongly disagreed that Kenya Commercial bank subsidiaries
have bargaining power with the headquarters in the process development and implementation of
the strategy. The findings provide that 73.8% of the respasidgneed that the subsidiaries have
bargaining power while negotiating with headquarters.

The findings in relation whether the bank has limited flexibilities in policies the findings of the
study were 16.7% strongly agreed, 58.5% agreed, 8.9% wererapii.6% disagreed, and 3.3%
strongly disagreed. The findings provide that 75.2% of the respondents agreed that the bank allows
limited flexibilities to subsidiaries in the process of development and implementation of the cross
border strategy.

As show in Figure 1 above, highlights that Kenya Commerctal a great extenéxercises
transnational strategy in crebsrder banking. KCB maintains greater intnait, integration to
jointly exploit existing knowledge or explore new knowledge (Zander, 2(0@4)litates the
integrationof global learning process and knowledge sharing within an integrated structure (Luo
and Shenkar, 2006).
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4.1 Knowledge sharing between the subsidiaries enhances competitiveness

The responses sought from thespondents regarding whether knowledge sharing between
subsidiaries in crossorder banking enhances competitiven&ssdingsof whether knowledge
sharing between subsidiaries enhances competitivenessntedn Figure 2 below.

n Strongly Disagree mDisagree = Not Sure mAgree i Strongly Agree

Leaming and Innovation

67.90¢

Risk Management g

56.00%

g,
Hhcerey b_w% .

;

Figure 2: Knowledge sharing between subsidiaries enhances competitiveness.

The study established that 56.4% of the respondents strongly agreed, 39.7% agreed, 1.2% were
not sure, 3.9% disagreed and none strongly disagreed that use of different management strategies
enhances efficiency. The findings provide that 83% of the resptsdgreed that use of different
management strategies enhances efficieddye findings in relation whether theseof different
management strategies enhances risk management the findings of the study were 56.0% strongly
agreed, 41.3% agreed, 1.3% we sure, 1.4% disagreed, and 0.8% strongly disagreed. The
findings provide that 97.3% of the respondents agreed that knowledge sharing in the subsidiaries
enhances risk managemeuse of different management strategies enhances risk management.
The studyalso established that 67.9% of the respondents strongly agreed, 31.3% agreed, 0.80%
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were not sure, and none disagreed that knowledge sharing between subsidiaries enhances learning
and innovation. Quantitative data established that 99.2% agreed that #gewlearing between
subsidiaries enhances learning and innovatimmowledge sharing among subsidiaries is critical

for enhancement of learning and innovation.

As shown inFigure 2 above, knowledge sharing between subsidiaries enhances competitiveness.
Luo and Shenkar (2006) argue that transnationality influences the global learning process and
knowledge sharing within an integrated structure. The firm, therefore, depends more on
information and communication systems for coordination (Ghoshal and Nohr@8g); 20
organisational structure and global market diversity confers greater coverage-ohintransfer

of information and resources (Child, 2005; Birnik, 2007; Berry, 2015).

4.2 Subsidiaries undertaking specialised operations to support the parent anthpetitiveness

The responses sought from the respondents regarding whether undertaking specialised operations
by asubsidiaryto support the parent enhances competitivert@sdingsof whether a subsidiary
undertaking specialised operations to support the pargmncecompetitivenespresentedn

Figure 3 below.

B Strongly Disagree M Disagree B Not Sure B Agree N Strongly Agree

Learning & 26.30%
Innovation Y 37.50%
9.10%
Risk Management 21.50% 30.60%
19.70%
— 39.00%

A = 9
Fificiency %&0%23 Lo
. 0

Figure 3: Subsidiary undertaking specialised operations to support the parent strategy
enhances competitiveness.

The study established that 23.4% of the respondents strongly agreed, 18.8% agreed, 6.7% were
not sure, 39% disagreed and 22% strongly disagreed that a subsidiary undertaking specialised role
for the headquarters enhances efficiency. The findings provate6tt?o of the respondents
disagreed with the opinion that subsidiary undertaking specialised role for the parent enhances
efficiency. The findings in relation whether undertaking specialised servicesiysaliaryin
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support of the parergnhancerisk management the findings of the study were 19.7% strongly
agreed, 24.8% agreed, 5.8% were not sure, 30.6% disagreed, and 19.1% strongly disagreed. The
opinion of the respondentiividedwhether having specialised functions by a subsidiary enhances
risk managment as 44.5% agree and 49.7% disagree. However, a majority disagree that the
subsidiary undertaking specialised role enhances risk management. The study established that
24.8% of the respondents strongly agreed, 37.5% agreed, 4.9% were not sure, 2&388édlis

and 6.5% strongly disagreed that a subsidiary undertaking specialised role for the headquarters
enhances learning and innovation. The findings provide that 62.3% of the respondents disagreed
that subsidiary undertaking specialised role for the panmeimances learning and innovation.

As shown irFigure 3 above, undertaking specialised services by subsidiary on behalf of the parent
enhances competitiveness. Firms using a hybrid strategy usually support the transfer of distinctive
competences withithe network while heeding pressures for local responsiveness (Camillo, 2015;
Gooderham, 2012). Transnational firms consist of subsidiaries that fulfill varying roles with some
subsidiaries playing strategic roles that global firms reserve for their hetetqu®irnik, 2007;
Buckley and Ghauri, 2015; Verbeke, 2013). Foreignwuits adapt to different organisational
forms and identities to meet local government requiremamisachieve various strategies and
objectives (Luo and Shenkar, 2008).

4.3Researb and development araindertakenby subsidiary enhance efficiency by Kenya
Commercial Bank
The responses sought from the respondents regarding whether undertaking research and

development by the subsidiary enhances competitiver@sgdings of subsidiary adertaking
research and development with competitiveness are providedure 4-4 below.
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Figure 4: Showing undertaking research and development undertaken subsidiary enhances
competitiveness

The study established that 28.6% of the respondents strongly agreed, 56.3% agreed, 2.3% were
not sure, 8.7% disagreed and 4.7% strongly disagreed that research and development are
undertakenat the subsidiaryenhanceefficiency. The findings provide that4®% of the
respondents agreed that undertaking research and development at the subsidiary enhances
efficiency. The findings in relation whether thseof different management strategies enhances

risk management the findings of the study were 24.7% diraggeed, 58.3% agreed, 3.2% were

not sure, 10.5% disagreed, and 3.3% strongly disagreed. The findings provide that 83% of the
respondents agreed that research and developmamdegakenn the subsidiargnhanceisk
management. Crodsrder banks #@it undertake research and development in the subsidiary
enhance risk management.

The study also established that 42.3% of the respondents strongly agreed, 52.4% agreed, 1.2%
were not sure, 3.7% disagreed and 0.4% disagreed undertaking specialisech reséarc
development in subsidiary enhances learning and innovation. Quantitative data established that
94.7% agreed that specialised research and development undertaken in the subsidiary enhances
learning and innovation. Specialised research and developmedettaken in the subsidiagye

critical for enhancement of learning and innovation.

As shown inFigure 4 above, research and developmenhanceompetitiveness. Transnational
strategy emphasis is on subsidiaries fulfilling diverse r@adthe headgarters undertakes the
strategic roleof coordination (Birnik, 2007; Buckley and Ghauri, 2015; Verbeke, 2013), transfer
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distinctive competences within the network while heeding pressures for local responsiveness
(Child, 2005). The process of research andettmment facilitates thdevelopmenbf distinct,

unique characteristics a cross subsididgaptationof unique localcharacteristics mixing with
headquarterdistinct,unique characteristics facilitates in competitiveness in dvosser banking.

4.4 Relationship between transnational strategy and competitiveness
Inferential statisticsvereused to determine the relationship between transnational strategy and

competitiveness.The relationship between transnational strategy and competitiveness was
investigated using nepar amet r i c Spear manos Rank correl s
investigation were global appeal and response to global dynamics as a means of assessing the
relationship between global strategy and competitiveness.

Findings areproviding insight regarding the relationship between transnational strategy and
competitiveness presentedTiable 1 below.
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Table 1: Showing the relationship between transnational strategy and competitiveness

pea 2 Ra orrelatio
Share Specialised | Research | Efficiency | Risk Mgt Learning
knowledge functionin [and D and
with other the bank to Innovation
subsidiaries | support the
bank
Share knowledge Correlation 1.000 0.709 0.826 0.747 0.714 0.822
with other Coefficient
subsidiaries P-value 0.000 0.000 0.000 0.000 0.000 0.000
N 168 168 168 168 168
Specialised function| Correlation 0.809 1.000 0.563 0.791 0.792 0.806
in the bank to Coefficient
support the bank P-value 0.000 0.000 0.000 0.000 0.000 0.000
N 168 168 168 168 168
Research Correlation 0.826 0.563 1.000 0.811 0.789 0.879
Coefficient
P-value 0.000 0.000 0.000 0.000 0.000 0.000
N 168 168 168 168 168
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The relationship between transnational strategies and competitiveness was investigated-using non
parametric Spearmandés Rank correlation.

Inferential statistics show that there was a positive relationship between knowledge sharing
between subsidiaries aedficiency (rho= 0.747, Ralue<0.01), between knowledge sharing and
risk management (rho=0.714;vRalue <0.01) and between knowledge sharing and learning with
innovation (rho=0.822, #alue<0.01). The research findings imply that knowledge sharing
betwea subsidiaries enhance efficiency, risk management, learning and innovation.

There is a significant positive relationship between specialised function in the bank to support the
bank and efficiency (rho = 0.791;VRlue<0.01), between specialised functianthe bank to
support the bank and risk management (rho = 0.793)u#e<0.01) and finally between specialised
function in the bank to support the bank and learning and innovation (rho = 0-8816eR0.01).
Inferential statistics opine that specialisehctions in the subsidiary enhance efficiency, risk
management, learning and innovatidhere is a significant positive relationship between research
and development with efficiency (rho = 0.811y&ue<0.01), between research and development
and devadpment with risk management (rho = 0.789;aue<0.01) and finally between research
and development with learning together with innovation (rho = 0.8%&|U®<0.01). Research
findings highlight that research and development improves efficiency, riskgaarent, learning
and innovation.

As shown inTable 1 above, the inferential statistics alsonfirm that transnationadignificantly
correlatedvith competitiveness.

5.0 Summaryand conclusion

Descriptive statistics generally provided a picture that transnational strategy enhances
competitiveness. The findings are highlighted that KCB subsidiaries have bargaining power
with headquarters (73.8%), KCB subsidiaries have limited flexibilities ircipsl (75.2%),
knowledge sharing between subsidiaries enhances efficiency (96.1%), risk management
(91.3%), learning and innovation (99.2%), subsidiaries undertaking specialised operations
enhances efficiency (42.3%), risk management (44.5%), learningnandation (62.3%),
research and development enhances efficiency (84.9%), risk management (83%) and learning
and innovation (94.7%).

Transnational strategy generally enhances efficiency, risk management, learning and
innovation and generally competitivess. Knowledge sharing, research and development
enhancec ompeti ti veness. However, subsidiari es
competitiveness. Inferential statistics highlight that there wassdive relationshifpetween

Share knowledge with othsubsidiaries and efficiency (rho= 0.747y&ue<0.01), between

Share knowledge with other subsidiaries and risk management (rho=0vdldeR0.01) and
between Share knowledge with other subsidiaries and learning and innovation (rh0=0.822, P
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value<0.@). There was significant positive relationship between specialised function in the
bank to support the bank and efficiency (rho = 0.79%alBe<0.01), between specialised
function in the bank to support the bank and risk management (rho = 0-vVal2eR0.01) and
finally between specialized function in the bank to support the bank and learning and
innovation (rho = 0.806,-Falue<0.01).

In conclusion examination of transnational strategy armbmpetitiveness in crodsorder
established thathe bargainig power between the subsidiaries and headquarters, knowledge
sharing between subsidiaries, specialization of some subsidiaries, research and development.
The study therefore concluded that transnational strategy is critical formaes banking it
provides an opportunity of establishment of a good strategic direction while understanding
local and international global dynamics.

6.0 Recommendations for crossorder banking

Encouraging participatory planning; in order to gain competitivadvantagethe bank has
providedappropriate mechanisms for participatory planning at all levels of decision making. This
providesmechanisms for thdevelopmenbf strategy and competitivened®anks engaged in
crossborder banking have to providengechanisnfor planning that incorporates the subsidiary
and headquarters views in the process of dbosder banking. In order to gain competitive
advantage crossorder banks have to put in place mechanisms for participatory planning between
the subsidiaries artteadquarters.

Development of policies aligned both to subsidiary and headquartérsorder for Kenya
Commercial Bank to be competitive the bank has to develop policies and procedure which are
alignedwith both subsidiary and headquarters environmeritgesd provide the bank with an
appropriate mix of integrating similar perspectives across subsidiaries and exjgjoé different
characteristics in the subsidiaries. Decentralised policies are critical for customization of policies
to local environmentfr enhancement of risk management, learnamglinnovation. However,
headquarters provide for integration of policies to the different subsidiaries and capturing of global
dynamics and appeal.

Encouraging knowledgesharing between subsidiariesn orde for crossborder banks have to
encourage knowledge sharing between the subsidiaries. The process of knowledgasizaing

the subsidiaries encourages learning of practice, exchange of experiences, improvement of
practice, modeling of common strategyil®lappreciating differences. Knowledge sharing enables

the bank to gain competitiveness through learning and innovation, risk management, and
efficiency. These provide the bank with an appropriate mix of integrating similar perspectives
across subsidiageand exploitinique,different characteristics in the subsidiaries.
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Providing mechanisms for bargaining between subsidiaries and headquarténs; study
established that crosmrder competitiveness is enhanced by ghavision of mechanisms for
bargainirg in the process of development of strategies to execute in the subsidiaries. Bargaining
in the process of development of strategy facilitates critical analysis of the dynamics between the
different subsidiaries and headquarters. This processtisal of creating structures which are
similar and dissimilar across subsidiaries. The bargaining process is important for thinking and
rethinking of approaches, strategies, polici@sgd management of subsidiaries. Thinking and
rethinking provide théasisfor competitiveness.

Encouraging research and developmeim order for Kenya Commercial Bank to bempetitive,

the bank has to undertake research and development both at the headquarters and subsidiaries.
Research undertaken at the subsidiary level fat@btthe development of unique strategies in the
different subsidiaries while the headquarters research facilitatetetiedopmenof integrating

part of the strategy. Research and development in the subsidiaries and headquarters facilitate the
enhancemédrof efficiency, risk management, learning and innovation across the bank.

Using appropriate managemergtrategies the study established that a hybrid management
structure embraces both localization and internationalization is more desirable for competitiveness.
The management strategies adopted in the subsidraieto use different perspectives in the
different subsidiaries and common aspects to encourage integration. The strategy has to undertake
both centralization and decentralizatiblybrid organisation structure is an appropriate framework
because it provides dimensions for globalisation and localization.

Encouraging specialised services by subsidiayi&rs order for Kenya Commercial Bank to be
competitive the bank has to enable some subsidiaries to undertake specialization. Specialization
enables the subsidiary to pilot some unique aspects that can ddywsther subsidiaries to
improve the banking process. This was established by both the quantitative and qualitative part of
the study as providingrmechanisnior competitiveness in crogsorder banking.
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Abstract Marketing has the power to persuade, empower and make youn diga With

the integration of technology in almost every aspect of our daily lives, we investigate the
role traditional marketing and examine the notion that it has become obsolete. Marketing,
as an industry, can be counted on to change and adapt acgaichanging climates.

The fourth industrial revolution is upon us, data and information technology are sourced
and stored in almost all aspects of our lives. Marketing has changed accordingly, the basis
of all effective, current marketing campaigns aetadcollected personally or bought but
irrevocably containing personal details about consumers, their needs and likes and their
aspirations. This information used to be collected and held separately by the various
entities collecting them. The digital abas allowed these collections to be accessed and
converged, giving marketers a clear timeline of your habits and access to all parts of a
consumer 6s I|ife, in real time and even on
the future will be telingte or gani zati on how many ti mes
window and stared at the clothes. It will then probably send you a discount voucher for the
same. After scanning your recent doctor 6s
an alarm every timgou want to buy that unhealthy burger when your doctor advises
against it. The mass consumer data currently being collected will encouragefsegyar

shack sellers to contact diabetic consumers, the snack seller is happy his marketing spend
resultsinah gher return rate, and you are -happy
ridden chocolate now that you are aware of alternatives. Data has changed the role of
marketing in consumers lives, does this mean that traditional marketing has become
irrelevart or unreliable as a sustainable industry? Although Marketing is traditionally
focused on selling to consumers, we will examine whether the practice of marketing has
evolved to offer consumers a symbiotic relationship that balances consumerism with
benefitto the consumer.

Keywords: Digital Marketing, Comparative advertising, Consumer behavior

1 Background
storically, mar keting is a consumer driven
and | i festyles to t hshowingowhng: EHenapdaspiratians dowddtbe imagd

Hi

pl a
and which products would take the consumer there, became the heart of marketing concepts.

During the 1970s, the average American consum
little as 80 beingconsciousy noti cedd ( Rasur e, K; 2015). Tel e

a preferred advertising medium through the entire decade. Advertiser spending approached $5.9
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billion in 1976, with almost 70 million homes in the United States of America owning ableas

TV set and watching TV for an average of 6 hours per day. Positioning became the popular
advertising strategy of the 1970s. This was seen as an efficient way of placing ads in the minds of
potential customers. Science and statistics were used ®vachisuccessful position. Marketers
found it necessary to position a product in a
so mediaoriented. As a result of this positioning strategy, comparative advertising flourished.

Comparative advertisings the use of a lifestyle or persona that is different to the average

c o n s u radity, dhas creating an improvement of reality that the consumer will ultimately be
aspiring towards, irrespective of degree of achievement that is practically attaiwatdgample,

the byline of a commercial instructing the consumer to use a particular braddodbrant,
encouragingonsumers to use it and it will turn the consumer into a disco dancer, the likes of John
Travolta circa Saturday Night Fever. Or use aipalar brand of orange juice, it will keep the
consumer 6s family eating breakfast around the
towards a better, aspirational lifestyle, but the commercial seldom indicated the reality of what this
changeof lifestyle would actually entail; largely because the role of marketing was to sell products

not improve lifestyles and make aspirations a reality.

The advertising message at the time sought to create a perception of what the ideal American
family was They also sought to visualize the perception of good American family ideals. The
perception of the ideal American family became tantamount to a Norman Rockwell painting. This
concept of the ideal American family was one that applied to many target sa&8ketuse all of
American society at the timeéhe degree varied depending of citizen status, income group and
societal aspiration) aspired to fit in, be a part of something bigger and be idolized and admired by
their peers. Marketing was used to purdus &genda, those who were immigrants knew what to

do to fit in; and those who were buying, knew what products would make them lead what was
perceived as a charmed life. Marketing showed you a lifestyle where if you aspired to be a disco
dancer, commercialand print media would show you that by owning a particéaof clothes,

buying a particular set of records and other related products, this lifestyle would be achieved by
the consumer.

When consumers reached a certain age, marketing campaigngiatetmoved the focus from

personal aspiration what you needed to achieve next. The charmed life now consisted of a family,

two cars and these advertised products. Coca Cola advertisements included rosy cheeked children
and happy family dinner scenes. Mark i ng showed consumers what th
By showing them glimpses of an ideal family, consumers actions and choices aspired to be like

the perceived ideal family, resulting consumers trying to emulatbe attribute perceived to

belongto this ideal. Remember, the perception was largely due to our own imagination, consumers

di dnot have the same awareness Théeightidsbecame al i t i
known as t he asidvascaleddythddvertisingdge(2085aCable TV had a profound
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impact in reshaping the TV industry during the decade. As cable channels prospered, they undermined the
influence of traditional broadcast networks. R€psil a changed its slogan i n t
newgenaat i oné6 feawars siotrs tphree danB eoptsdted wjtle music ieoh Miohaeb

Jackson in one of the largest celebrity endorsement contracts in advertising history.

The advent of the Video Cassette Recorder allowed viewers to manage, organize and control the programs
available to them. In addition, remote controls gave TV viewers the ability to skip through adverts that
appeared during their favourite programmes langimg the channel until the advert was over. Zipping

and zapping became common advertising terms accord@pddni (2018)The term &6zi ppi |
coined to describe the practice of using the remote control to change channels during commercials. Viewers
could also 6zap6 commer cifoavhrding thraugh therh, thuségooong adle d pr
messages. Eventually, certain VCRs were marketed which could be programmed to automatically skip
commercials, compounding the problem for advertis@able TV further contributed to the
internationalization of advertising. CNN sold advertising worldwide, offering companies the ability to
advertise their products to a worldwide audience.

A new form of electronic advertising, dirgesponse home shoppgi services, developed in the 1980s.
Cable television networks sold goods directly to television viewers, who phoned in and placed orders to
telephone operators, examples include the Home Shopping Network launched in 1982 and QVC launched
in 1986. This fam of advertising became known as infomercials and became one of thegfastes)

areas in TV advertising with immediate feedback about its effectiveness. Modifications to the adverts could
be made according to the réiate feedback. This was one of tearliest applications of interactive
marketing. 3@minute commercials featured celebrities and depicted news or informational programming;
they were in fact paid for promotional tools.

The 19806s dramatically alt ¢he mabia anth politics asawkll. t i 0 n &
Campaigning president Ronald Reagan and his aides staged news events for maximum media coverage,
timed announcements strategically so that they would be seen by large TV audiences and demonstrated an
unprecedented understiamy of the power of visual medi@he eighties were defined by indulgence,

with brands being placed in relation to popular themes of the day including the royal family and
extravagant movie stars. Si mil arswasaboathanieag t i si f
in to that alter ego that wanted fame, extravagance and a wealthy lifestyle. Popular television
shows at the time included Dallas and Dynasty, these factors were further reinforced when the
season finale of Dallas boasted record viewesh even by todayés standar

The nineties and twenties generation were about greater consciousness in both politics and
consumerism. Consumers now wanted to know the history of their goods and became interested
in the legacy they were leaving for futigenerations. The history of products, the value chain and

its processes before getting to consumers, the industry fat cats getting the profits and what they did
with the profits all became integral factors in consumer buying behavitwrlast ten yeatsave
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become a culmination of all these factors; consumers want a story, the ideal family, ideal job, ideal
town. They also want the dream, the aspirations and the indulgence that they see so familiarly on
reality shows. Reality shows had exposed the hwsidof stardom, and brought these celestial

beings firmly down to the ground. Consumers also want to be a part of a bigger story, they want

to support companies, brands and personalities that they share values with. Consumers began to
protest against cporations theyl i dshayet values with by way of not buying those brands. An
example of such behavior is Nike, wheansumer®ecame aware of their child labour infractions

in China, sales dropped and public opinion about the brand plummeted. Ethicschatekan
increasingly important part of a companyo6s r ¢
influenced consumer buying behavioMew researcirom Mintelr eveal s t hat 656 p
consumers stopped buying from companies they believe were tuhi cal 6 ( Mi nt e
of fi ce: 2015 )overonhttard ofconsumarssetopped buying from brands they
perceiveasunethical evenif there is no substitute available.

Where is marketing now? Marketer use mass collected data to paint themsébarerapicture

of consumers lives, they do this to better understand the motivations and thought processes that go
into consumer buying behaviour. Information is gathered and applied in order to achieve
traditional direct marketing but in a more cost difezway because direct feedback, varied data

and personal motivation information is gathered without physically having to send a direct
marketer out to meet a potential customer. Direct marketing has been the most effective manner

of creating relationshgpwith consumers, the personal interaction and engagement, the ability to
change the facilitators script according to the n s u resgponsedand ability to tailor make the
pitch according to the consumer sO gmedidnss. ar e d
Until now that is, marketers are able to tailor make their mass advertising according to indepth
needs and aspirations of individual consumers and deliver it on a mass medium, marketers are also
able to hone in on individual personality straighout having to foster the long relationship
traditionally required and its requisite number of steps. The ability to mass collect and collate data

has enabled organisations and their marketing practitioners to collate information collected on

c 0 n s u soeia media platformg 0 n s u woekplacéforums and websiteso n s ukids r s 6
school portals, the social forums consumers b
consumers into their social activities. Thisilti-dimensionalview of consumes helps marketers
understand the motivations and aspirations that drive consumer behavior that previously needed

to be captured over a long period of time with the added requirement of a direct marketing
campaign.

The mass collection of data, collectedrfr various channels and collated into usable formats in

order to understand consumer behavior, have become the backbone of current strategic marketing
campai gns. Organi sationds get a | arger return
more precisky targeted to audiences where previously where your return on advertising campaigns
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were less than 5%. The utilisation of mass collected data has led to marketing to less consumers
but with a higher positive return on these campaigns.

| nst eadl Ciform)l enmndi | s, ten thousand wil |l do th
website (www.lyfemarketing:2018), in response to the impact of digital marketing on the sheer
volume of the target audience needed for required response rates. Where inceara@tbased

on many web page advertisements, one well executed advertisement made in correlation with data
retrieved from internet activity could generate the same income.

Problem Statement
Has Marketing in the traditional sense becoming obsolete oMaaketing entered a renaissance
that will establish it as a key business fuotand not just a secondary one?

Data has changed the role of marketing in consumers lives. Does this mean that the current
marketing industry has become irrelevant or unbédicas a sustainable industry? Marketing,
historically, was solely focused on selling to consumers, we will examine whether the practice of
marketing has evolved to offer consumers a symbiotic relationship that balances consumerism with
benefit to the consner.

Recommendations/Solution

The Coca Cola company is an example of an organization using traditional marketing successfully,
they successfully utilize billboard advertising, television advertising and branding in just about
every location you can image. The Coca Cola brand is the fourth most recognized brand in the
world according to Forbes (c2018).

CocaCola does not have a specific target market, and covers all ages but its main consumers are
123 0 y e a(www.cockcdl@company.com2018). CocaCola succeeds in reaching those

outside their target market successfully by primarily by partnering with fast food chains like
McDonalds. All of these aspects mentioned are firmly based on the traditional advertising
medi ums. Coca Coladyomagn tbeyumewverambout 40
mar ket and fairly evenly distributed between
love for media exposure, largely because they are the mobile generation, and social media is a part

of ther daily lives hence they are a welbnnected demographic.

Coca Col ads current mar keti ng activities I n
combination of both. One of their most popular past campaigns include the-yégam@oke

campaign, where coamers have their name printed on a coke, take a selfie, upload it onto social
medi a with O0Coked as the tag. -fdkaaphomaithgoari gn h:
personalized coke product. This campaign was effective in motivating consiontake action,

this motivation came in the form of making the campaign available for a limited time only which
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accelerated and motivated the selfies tagged onto the Coke website. The nature of the campaign
directed that the call to action with the protwas customized for each consumer, in the form of

thec o n s umamas being printed, consumers then had personal relationships with this campaign
and aggressively promoted the product through

The Coca Cola company then released the app Coke On! This application (app) acted like a loyalty
card which accumulated points and gave consumers complimentary coke products after a
prerequisite number (about -PB depending on the exact location) had bperchased. The
application also served to collect information from cell phones depicting frequency of purchase,
area, time of day purchased and the social habits of consumers. During a heat wave in Japan when
temperatures soared over 35 degrees, couorisee drinks were sent out to consumers in that
geographical area and marketed as a way in which Coke was helping consumers avoid heat stroke.
Through this campaign, which came as a result of abnormal weather, Coke was able to meet and
exceed corporateosial responsibility objectives, branding objectives and had executed this
campaign from concept to execution in far less time than the traditional campaign timeline. Here,
smart phones were used as a data collection method, and as point of contaet eatistimer.

Relationship marketing is the single most effective way of ensuring customers buy your product

and return for further purchases according to researchgate.net(c2016ffeétive relationship

can also garner positive word of mouth referrald &uture or continuing sales. According to
Bosschem (201 it now takes at | east 18 sales and me
buyer. As the amount of noise and clutter cli
Traditionally these contact touch points consisted of direct mail marketing, television advertising,

radio promotions and direct selling, if these tools were solely relied on today, you run a real risk

of not touching your customer at all.

The digital age has yielded &dine in consumer consciousness of these traditional methods.
Radio and television ads can be skipped, promotions through television shows can be missed
completely when streaming content or utilizing NetFlix or Youtubestéme promotions can be
ineffecive due to increasing time pressures faced by modern consumers and the lure of online
shopping. This traditional approach lends itself to a linear relationship between the advertiser and
the consumer, a linear relationship between the sales team andsheneo and an equally linear
relationship with the aftesales team and the consumer. These three relationships will seldom form

a cohesive message and usually exist parallel to each other.

An explosion in the number of ways we interact with customessdsulted in an abundance of
individual collections of consumer data. The digital age has allowed for the information gleaned
from the various relationships between the organisation and the consumer to be shared amongst
the entire marketing department.
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More especially, consumer information collected from outside the organization can be inculcated
seamlessly into the strategic marketing plan of the organization. Traditionally, consumer lists or
databases created by the organization can take years td,calless constant maintenance to
ensure validity, and is limited to those consumers who have interacted with the organization in
some way. Cross pollination of information, like in the case of Facebook, allows for rapid
population of your database and alfofor added verifying factors that would be expensive and
time consuming for the organization to collect organically.

Facebook serves as a social media platform where users can highlight important events in their

life, sharephotosand stories with their chosen community of individuals and bring to the attention

of this community any other sources of information that they feel represents them or would be
relevant to their community. Angskctiontofdthe te¢chnoe e, e |
population is able to regularly update their profiles, and share content. This ease of accessibility

has allowed Facebook unprecedented access to consumers, their preferences, major events and
interactionsFor exampleaccording td-acebook, the data collected by the social platform consists

of Social Plugins and Facebook Login; Facebook Analytics; Adverts; Advert Measurement and
Information Security.

Social plugins and Facebook Login information collected is made up of the cansuths | P
address, browser/operating system information, and the address of the website or application being
used to make these features work. For example, knowing consumers IP addresses allows Facebook
to send the O6Li ked butt onheirtpoeferred languageenitto br o
consumers having to physically change settings. Cookies and device identifiers help Facebook
determine whether consumers are |l ogged i n, W
applications are logged into using Faoako

Facebook Analytics gives websites and applications, vital data about how they are used by the
consumer. IP addresses help Facebook identify the geographic location of their users, information
collected can range from specific countries to individtreélet addresses. Browser and operating
system information coll ected give devel opersbo
to access their applications. Cookies and other identifiers count the number of unique visitors, as
well as monitor thélow of interaction on the website. On a retail website for example, the amount

of time spent on a particular item will be recorded as well as the amount of time browsing a
particular category and the path of browsing through the website completed byntuemer.

Cookies are used to recognize which visitors are Facebook users and are able to provide aggregated
demographic information, like age and gender, about the people using the application and about
people likely to find the application useful but aw yet a customer.

Facebook Audience Network enables other websites and applications to show advertisements from
Facebook advertisers. Facebook advertisers are those organizations that are given access to

44



selected consumers identified through shoppintgpes, geographic locations and demographics.
When marketing through an Audience Network advert, information about who and where to send

the advert is identified and used in conjunct
and operating systertookies and device identifiers determine whether targeted consumers use
Facebook. For those targeted consumers who do

sign up for Facebook will be sent. When they open the Facebook account, adverts framethe s

paid advertisers that are targeting them on Facebook will be sent. Websites or applications
previously visited are also reinforced througt
adverts from actual businesses or similar ones back on Facabbekhe the actual businesses
advertisemenbr a similar businessemlverisementare sent is dependent on who is currently

running a paid advertising campaign with Facebook at the time.

Ad Measurement is when an advertiser chooses to add the Fa¢tkebla particular computer

code, to theirwebsitd hes e gi ves adabeuttheinsmber sf peoetrespondsnd i ¢ s
to their ads, even if the advert was seen on
information. Information retieved from websites and applications are also used to protect the
security of Facebook. Data retrieved about the sites a particular browser has visited is used to
identify deceitful i nformation seekerimgan I f so
IP address from a different country for example, will result in Facebook asking verification
guestions to determine the authenticity of the person trying to access the account. Or if a browser
has visited hundreds of sites in a fivéenute span, Fabook identifies that user as a hacking
software system known as a bot.

The same information capturing principles applied on Facebook is applicable to other social media
platforms such as Twitter, Linked, Instagram and Trumpet. Social media like Fackistadtam

and Twitter allows personal and direct interaction with consumers. All products are not meant to
be consumed by all consumers. In the case of traditional marketing, marketing through television
adverts or direct mail advertising to thirty thondaconsumers were valid marketing tools, with

an expected return rate of aboutl8%. The databases that marketers now have accéssugh

social media platforms have resulted in access to consumers that are specifically targeted for their
willingnessto purchase and ability to purchase tha r k eproglucts.The advertising tools
marketers use have had to become personal and inteldaigpecialized coupons for individual
customers based on their historical buying behaviour. This is differanttfeaitional coupons
because one campaign, for example 50% off ch
audience and the effectiveness of this campaign would be measured against sales recorded for that
promotional period.

Access to consumer infmation, through social media information collected, now enables

coupons to be sent out for girlds dresses, | ac
identified for each consumer. The effectiveness of this campaign can be measured against the
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specific coupon code sent out to each customer, this level of personalization ensures a much higher
return rate for this marketing campaign. In order to stand out against the noise of other marketing
campaigns, marketing campaigns have moved from traditimarketing tools to marketing that
consumers interact with in every step of their day. Traditional advertising has merged with digital
advertising to make for a stronger more effective campaign.

Digital Marketing allows marketers access to consumenrd, their deepest workings but is
reinforced with traditional marketing. Digital marketing and traditional marketing together need
to capture the attention of the identified target market. Marketing channels have changed,
marketing tools have changed bue tbrinciples of marketing have remained. Identify merits of
your product, determine target market, formulate marketing message, identify medium for
delivering the message; these are the steps necessary for an effective marketing campaign and
resulting highproduct sales. If these steps are done effectively, the result must be conversion from
potential target to customer. The message itself has had to change from one dimensimnal call
actions to messages to messages that have relevant content which pritvaisganizations
products whilst providing added content which is of interest to the consumer. This is known as
Content Marketing, it is used to attract and hold consumers on media platforms in order to create
the 18 touch point relationship neededdareffective strategic marketing campaign. The digital

age has had an unexpected side effect for markiegesplit second attention span and a cynical
consumer. Simply advertising a product or utilizing traditional advertising on these platforms are
ovelooked by consumers, Content Marketing is key to capturing your target marketing. This is
done in the form of interesting and informative content, entertaining content or competitions.

Future Trends

As data becomes mores voluminous and varied due to dwascollection methods and
interactivity between various technological platforms; the tougher it gets for human analysts with
conventional analytical tools to make full and effective use of the data collected. The sheer number
of qualified marketers need to effectively analyse the data being collected on a daily basis is
staggering. This is where artificial intelligence has revolutionized the industry.

Artificial Intelligence in the form of applications have allowed marketers to customize marketing
tools and campaigns to individual personalities and unique needs. Artificial intelligence plays a
role in our television show selections in the form of Netflix, Showmax and YouTube. Shows that
you might like are offered to you based on an algorithm, widiehtifies shows based on your
current preferences, demographic and geographic information. The same technology is used to
send consumers coupons and special offers based on historical buying behavior and demographics.
As data becomes mores voluminous amdied i its gets tougher for human analysts with
conventional analytical tools to address changing needs and reply to the various triggers identified
and at the same time identifying trends.
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Artificial intelligence will take us into the next phase of netnikg, neuremarketing. This is where
neuroscience and behavioral patterns are utilized by algorithms to identify needs and wants before
a consumer realizes they have them. The future consists of fridges that order refill groceries online
without any inputheeded from the consumiejust wait for the doorbell and fetch your groceries

from the courier. It also includes smaevices that remind us of dietary restrictions.

Imagine your smart phone shouting at you at a restaurant to put the dessert merilyooware

diabetic. Marketers will also identify through collation of medical reports, social activity,
interactions with your community of family and friends and demographic factors, the best products
suited for you, and that you are likely to buy. Tharketing of the future is focused on fewer
activities with higher returns because the target market is refined to the point where marketing
campaigns will address consumer needs and offer product to them that will find useful and
beneficial. In this way Mrketing moves from an industry which is primarily focused on selling
products to consumers to offer a holistic service that combines offering beneficial products
combined with added value identified tiarough
serve multpurposes.
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Abstract PanAfrican Banks have becondeminant in the African market as opposed to
European colonial banks substantially increasing their geographic footprints on the
continent. Academic literature provides nuanced messages about the impact-of Pan
African crossborder banking in Africa. Afrign crossborder banks have become
economically significant beyond their home countries and of systematic importance in a
number of jurisdictions. This study was commissioned to systematically examine dynamics
and challenges faced by RP&irican Banks in mssborder banking. Kenya Commercial
bank was used as a case study for examining-Afacan crossborder banking.
Interprevitism was adopted as the philosophical foundation guiding the research study
using case study research design. The researcher ynaséd qualitative data by
assessment of dynamics and challenges facing-AP&an banks. This was by
interviewing managers and policy makers from the three subsidiaries of Kenya
Commercial Bank; Uganda, Rwanda, and Burundi. Secondary data was alsdetbllec
from scholarly journals, collected. Thematic were developed using Maxqgda qualitative
data analysis software. The study established ttietchallenges faced by P&drican

banks include;different political environments, management of conflicting rahtur
interests, foreign currency risk exposure, differences in fiscal conditions and -macro
economic policies, divergent national supervisory standards and requirements,
transmission of risks from one jurisdiction to another, political instability, changing
regulatory environments, market volatility, changing consumer expectation and stiff
competition in the banking industry.

Keywords: ParAfrican, Crossborder banking Global, and Competitive Advantage

1 Introduction

At the time of independence, most African countries had banking systems dominated by foreign
owned banks from outside African continent (Becks et al, 2014), British banks dominated in the

British colonies, while French banks did so in the French and Resedanks in the Portuguese

colonies. This was partly for political reasons, but partly also due to a deliberate outcome
negotiated by banks to preserve their market share and avoid competition in order to extract rents

(Austin & Ugochukwu Uche, 2007).

The influence of crosborder banking was shaped regulatory frameworks that favoured former
colonies from running branches the former colonies. However, after independence there was a
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drive for nationalization of most enterprises as which were owned bypiabpowers. Political
pressures mounted on newly independent governt
against Africans. Most leaders criticizBdiropean banks of discriminating against Africans and
African-owned businesses and lending adtnexclusively to foreign companies for the purpose of

trade finance and other shaoetm purposes (Becks et al, 2014). The European banks in some
countries like Ghana and Uganda maintained their presence with a majority shares while in
countries like Ngeria and Malawi the foreign banks maintained minority shares (Brownbridge and
Harvey, 1998), but the influence of these foreign banks decreased with the emergence of new state
owned with local private banks.

The change of fortunes in the 1980s as a re$@conomic crises combined with failing domestic
policies and external shocks led to reversal of the nationalization (Becks et al, 2014), therefore
leading to liberalization of African economies. Many staned banks became insolvent due to
political pressure to make unsustainable loans, but also because of lack of technical expertise and
poor management Brownbridge and Harvey (1998). This paved way for emergence of European
banks in Africa therefore crodmrder banking. Dynamics in different juristiéns continued to

shape the landscapes in different countries in some African countries especially Nigeria and Kenya
the legislation for lower banking requirements enabled the local banks to gain competitiveness by
returns in sectors like foreign exchanfigecks et al, 2014)Specifically, in Kenya prudent
management and strong market position of Kenya Commercial Bank, control by government,
vibrant competition from the private, spurred innovation and, in the 2000s, provided a platform
for crossborder expnsion in East Africa (Brownbridge and Harvey (1998).

Despite the entry of European banks but the policies adopted by these countries resulted
strengthening of local banks dwarfing foreign European banks. This encouraged the African based
banks to begircrossborder banking within the region and bolstering their presence in Africa
(Becks et al, 2014), physical and economic footprints of the local African Banks has tremendously
increased in the last decade.

African crossborder banks have significanilycreased from 1995 to 2009 almost doubling from

120 to 227, resulting in a rise of capital from 29 percent to 51 percent (Claessens and van Horen,
2014). The crosborder banks which are incorporated within African continent jurisdictions
predominantly Seth Africa, Morocco, Nigeria, and Kenya have taken on ebmsder banking.
Ecobank tripled its affiliate network in Africa between 2000 and 2013 from 11 to 32 countries7,

Nigeriads United Bank for Africa i norcecaoHesd i
Attijariwafa Bank increased its footprint from 1 to 12 countries after acquiring the African interests
of the French Cr ®di't Agricol e; and Moroccoos

Commercial Bank now has 6 branches and yet there was n2@80r(Becks et al, 2014).
The Kenya Commercial Bank (KCB) is a private financial institution established under the
Banking and Financial Act No. 57 (2012) of the Republic of Kenya. The bank currently employs

49



more than 6,500 people in all its East Afridaianches. Over time, the Bank has increased the
number of customers in the region to 3,300,000 customers with a total of 238 branches, 958
automatic teller machines and 8,100 agents (KCB, 2014). KCB Bank roots trace back to July 1896
when the parent companKCB Group was established as the National Bank of India (Tyson,
1963). This was followed with merging of National Bank of India with Grindlays Bank to form
National and Grindlays Bank (Tyson, 1963; Jones, 1993). Upon independence, the Government of
Kenya (GoK) acquired 60% shareholding in National & Grindlays Bank in an effort to bring
banking closer to the majority of Kenyans (Jones, 1993).

In 1970, the Government took full control of the Bank and renamed it to Kenya Commercial Bank
Group. KCB Bank kenya was largest commercial bank in Kenya with assets of more than US$2.65
billion (Kagwe, 2011). The Bank provides products and services: deposits, savings, and loans for
the customers in Kenya. In the spirit of integration of the East African Commilneiti3ank
opened its first branch in Tanzania in 1997. Kenya Commercial Bank went on to establish branches
in Uganda, Tanzania, Rwanda and Burundi (which joined the East African Community in 2002).
Kenya Commercial Bank is the largest bank in Kenya in tesmsarket share, liquidity,
profitability, and insolvency (Kagwe, 2011).

Although the Bank continues to have opportunities, challenges, threats, weaknesses and strengths,
it has put in place a strategic plan to guide its operations and developmeatangtime period.

This is through continued expansion in the East African region, refurbishment of branches,
improvement in customer service, and rights issues in the Nairobi stock exchange (NSE). This is
strategic alignment with dynamics in the marked andustry. Innovation has characterized the
banking sector in Kenya thus driving competition. Kenya Commercial Bank has embraced the
challenge through the use of technology.

2.0 Methodology

The study used the case study research design baskdegmevitism research philosophy.
Qualitative methodologies are popular in social sciences for validation of models as it provides the
researchers with ability to understand experiences of the respondents (Strauss & Corbin, 1998;
Ghauri & Gronhaug, 2003). McGlo(2008:45) argued that qualitative research is concerned with

the explanation of a social phenomenon focusi
on people, cultural influence, developments and differences in social groups. Qualitative study

facilitated the expression of experiences whi
Corbi n, 2003, Ber g, 1989) . It emphasized und

interpretation and the rational approach, observations and measwemardtural settings,
subjective and insider view and closeness to the data. The approach enabled the researcher to
explore operations of Kenya Commercial bank in the four countries covered by the scope of this
research. This enlightened the researchéhennsights of the holistic behaviour and regulatory
environments in Kenya, Uganda, Rwanda and Burundi. The study also proceeded enabled the
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researcher understand dynamics in the different countries, challenges Hanaess banking
facilitated develoment of appropriate mechanisms for competitiveness in-basker banking
by Kenya Commercial bank.

3.0Findings

3.1Dynamics in organization strategy

Keegan (1998) companies must decide whether to expand by seeking new markets in existing
countries or, altmatively, seeking new country markets for already 27 identified and served
market segments. Ball and McCullach (1993), firms end up going abroad for a number of reasons
but mainly moved by a desire for increasing sales, profits and protection from eodsion
competition. According to KCB cascade, (2010
October 2008, KCB introduced a new technology platform T24 that has strengthened its operations
further. The new T24 platform has enabled KCB to be a one bratwbrikeacross the region as

all its subsidiaries have it installed (Mwadime, 2010).

Dunning (1993)stated thatess saturated foreign markets provide companies with the means to
maintain and expand distribution and gain overall market share by explbigimgurrent stock

of assetghat companies with valuable transactlmsed ownership advantagesan reap
internalization benefits, circumvent market failure, and avoid trade barriers, moral hazards, and
broken contracts. Deresky (1997) argues that apeom has mainly four strategies for
competition; customization of products which are standardized across the world, employment the
same strategy in the subsidiaries same to home strategy, provide goods and services according to
local tastes and preferences and efficiently transfer the ¢
capabilities from one country to another in an effort to secure competitive advantage. The
regulatory frameworks across the East African region has been changing owing to diverse factors
within the region and global banking dynamics to promote monetary stability globally, regionally
and to local markets.

3.2Dynamics in Kenya

Kenya; Economic growth for Kenya was initially projected at 6.9% underpinned by increased
government expenditure on infrastructure, improved rainfall and recovery in the tourism sector.
The economy has continued growing at a rate of 5% to 6.0% with giovitie third quarter
estimated at 5.8% (KCB, 2016). This growth has been mainly predominantly in communication,
construction, agriculture and house hold sector. Despite challenges in global and regional arena
the Kenyan economy has remained resilient. Kkeayan shilling experienced high levels of
volatility as a result of a strengthening of the US dollar, therefore losing 13% of its value to the
US dollar, closing 2015 at KShs 102.4 to the US Dollar as compared to KShs 90.6 at the close of
2014 (KCB, 2016)Interest rates also experienced an upward trend with the weighted average 91
day Treasury bill rate increasing to a high of 22.5% in the course of the year.
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The Monetary Policy Committee raised the Central Bank Rate (CBR) twice in the year from 8.5%
to 11.5%, where it has remained unchanged, enabling the recovery of the Kenya shilling which
stabilized at KShs 101 against the US dollar Headline inflation increased gradually through the
yeatr, rising from 6% in December 2014 to 8% by December 2015, gyassnthe Central Bank
upper threshold of 7.5%, before stabilizing around the 7% mark. Inflationary pressure was
attributed predominantly to the depreciation of the sigl{ikCB, 2016).

Kenya has avell-developedinancial system for a country of itadome level (Beck and Fuchs

2004) ; itdéds not too far of f -counteymodel Adlen etmle di ct €
2012). Christensen (2010) classifies Kenya as a frontier market economy whose financial market
is advanced, but not to the sameteent as emer ging. The size of

beyond the threshold to negatively impact on economic growth (Mwega, 2014). Goifigs and
Karwowski (2013) credit expansion in Kenya has been relatively modest in the previous decade
(at 19.5% over 20041L0) in comparison to selected SSA countries ( Angola 1545.5%, Malawi
215.6%, Mali 286.7%, Niger 174.4%, Nigeria 173.0%, Sao Tome and Principe 709.8%, Sierra
Leone 384.2%, Sudan 505.6%, Tanzania 274.4 and Uganda 152.8%).

The regulatory framwork with Kenya the headquarters of Kenya Commercial Banking Group has
witnessed changes due to introduction and operationalisation of the Kenya Banks Reference Rate
(KBRR). KBRR provides mechanism for uniform base lending rate across the banking sector
enhancing transparency, competition, access to credit and overall cost of credit. This has
significantly influenced the business environment in Kenya as new and old floating, flexible and
variable credit facilities were transitioned to the framework by 30ite 2015 (KCB, 2015). This
encouraged the bank to review interest rates and notifying the customers about the review in line
with KBRR and foreign exchange exposures have been effectively revised from 20% to 10% of a
bankés cor e c apramewdrk hasTalsoeconte eigwith emiployment géneral rules

in 2014 clarifying the rights of employees in the work place. Introduction of the Finance Act 2015
amended various regulations including the el
instruments Proceeds of Crime and Arfloney Laundering Act, giving the Financial Reporting
Centre additional responsibilities and powers to seek information and documents on the financing
of terrorism (KCB, 2015).

Regulator has put in place a greater emphasfstinMoney Laundering supervision on banks by

the Regulator. The Banking Act has also been amended to eliminate the bureaucracy in issuing
annual bank licenses and introduced the vetting of influentialsigmficant shareholders. The

c o mp any 0 sas aignificarlyrefdsmedt the regulatory regime in terms of the incorporation,
registration, operation, management and regulation of companies (KCB, 2015). The Act has
simplified the incorporation of companies and ensuring that companies are approjanately
effectively governed. The Act enhances corporate governance through an increase in the duty of
care and skill requirements for board members therefore creating more responsibility and
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accountability on company boards. It expressly clarifies the dutigsonsibilities and liability of

directors in the management of companies. KCB has to undertake diverse compliance
mechanisms; training of directorshareholderssenior management and staff involved in the
implementation of the Act, review charges atide bent ur es, review the B
Customer (KYC) requirements for companies, am
of Association and amendment of Board Charter.

Insolvency Act 2015 replaced the Bankruptcy Act therefore promoting restocdtiorancially
troubled companies and yet at the same ti me pl
that the bank has to amend credit agreements in line with the requirements on the administration
of struggling businesses to ensure that Bla@k gets the best return possible and exercises a
measure of control over a borrower that is struggling financially (KCB, 2015). In 2015 marked the
formal implementation of the Unclaimed Financial Assets Act, 2011 requiring institutions
submitting requige reports on and surrendering unclaimed financial assets to the Unclaimed
Financial Assets Authority (UFAA). This implies that unclaimed deposits have to be transferred
to the authority and KCB has to be audited on compliance. The implementation oftiereeén
Terrorism Act, 2012 and the Persons with Disability Act, 2003 started commenced in 2015. The
legislations require banks to comply with prevention of terrorism subject to scrutiny by the
Ministry of Internal Security and The National Council forgeers with Disability.

3.3Dynamics in Uganda

Ugandads economic activity grew by 5.0% in 20:
and economic growth has been largely driven by strong domestic demand with infrastructure
development. Howevethe economy has withessed some instability and volatility arising from a
number of factors: the staging of a national election, a slowing and volatile global economy, and

the subsequent declining commodity prices resulting from slower growth in two largareéesn

China and Brazil (Sebudde, 2016). This resulted in the loss of value of a shilling, reaching very

high depreciation rates of about 40% by September 2015 together with inflation of 8.5%.

The Bank of Uganda responded by pursuing a tighter monetéicy gtance, that succeeded in
withdrawing money from circulation, signaling a tighter monetary policy (Sebudde, 2016). This
resulted in the increase in the price of treasury bills therefore constraining the government
borrowing and spending on its plaghavestments while the cost of borrowing from banks
increased for the private sectdhe 9tday andl82-dayTreasury bill rates respectively increased

to 19.5% and 22.8% in December 2015 compared to December 2014 (KCB, 2016). The Uganda
shilling also depeciated 21.8% against the US Dollar from an average rate of Ugx 2,773.1 in
December 2014 to Ugx 3,377.0 in December 2015. The depreciation of the shilling was attributed
to the global strengthening of the US Dollar as result of tepid recovery in thedd8neg and

wide current account deficit (KCB, 2016). Regulatory framework in Uganda is witnessing a new
landscape with proposal of different legislative frameworks.
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The Financial Institutions Act (FIA) Act 2016 enacted by parliament in January 20168 doid

a legal framework for Islamic Banking, Banc assurance and Agency BankingMAng&y
Laundering Act 2015, amended the ANtoney Laundering Act of 2013 provides for risk
assessment, protection of the identity of persons and provision of infornatisuspicious
transactions. The act provides powers for the enforcement of compliance, the establishment of the
Uganda AntiMoney Laundering Committee and related matters. The regulatory framework in
Uganda has also introduced Financial Consumer ProteGtintelines 2015 seeking to ensure
transparency and disclosure by banks to customers including Key Facts Documents that providing
product charges, terms and conditions. Bank of Uganda issued a memo in 2016 on primary data
centers6 and s thaarequies all supervisad dimancial snstitutions to have in
country primary data centerso6 and disaster re

3.4Dynamics in Rwanda

In Rwanda the Services sector has continued to play a significant role in the countries growth of
7.1% driven by a 10% financial services growth, industry standing at above 8% mainly driven by
increased manufacturing capacity in cement and increasednrerdsin energy production and
distribution (KCB, 2015), inflation was 7.4% from 2.7% in December 2014. An accommodative
monetary policy played a significant increase in credit to the private sector from 13% to 25% in
2015. However, the strengthening of twdlar against Rwandan Francs led to depreciation of the
Rwandan Francs by 7.1%. Liquidity in the banking sector has remained robust signified by
increase 9.1% of liquid assets as interest rates remained fairly stable vlithdheT/Bill rates
increasng from 4.57% at the beginning of the year to 5.56% towards the end of the year (KCB,
2015).

The regulatory framework in Rwanda witnessed introduction of Law No. 31/2015 that establishes

a Deposit Guarantee Fund. The law makes it mandatory for all tlsitd&gking institutions to

pay a premium, calculated as a percentage of their deposits, to the Fund. The requirement is meant
to increase confidence and security among depositors but has implications of increasing the cost
of business by the deposit taggimstitutions. Bank of Rwanda also issued a new Regulation No.
06/2015 relating to bouncing cheques and providing heavy penalties and sanctions to cheque
defaulters and obligates banks to report all bouncing cheques to the National Bank of Rwanda and
the Credit Reference Bureau (KCB, 2016).

3.5Dynamics in Burundi

Burundi 6s economy has experienced pressure as
resulting into poor economic performance therefore affecting the banking sector. The World Bank
indicates that the Bur un da.36sn 2@l comparad to a @OPo wt h
growth of 4.8% in 2014, coupled with increase in inflation from 3.5% to 7.1% as a result of
increase in consumer goods. The treasury bills rates have doubled in the middle of 2014 before
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finally declining. However, the lendgrates remained at around 16.25 in 2015. The Burundi Franc
depreciated against major currencies with the official rate closing at BIF 1,617 against the dollar
from BIF 1,554 in 2014 (KCB, 2015). Burundi also changed its currency notes in 2015 by issuing
new notes providing for a different look in order to replace the old currency.

The Bank of Burundi the countries regulator has continued with reforms targeting harmonization
of policies with the East African Community members. One of the major reforiine Bank of
Burundi was introduction of an online reporting system together with training of commercial bank
staff on the application of the prudential guidelines introduced in 2014. The regulatory framework
has not significantly changed in Burundi assuieunrest in the capital city which started in April
2015, following a long electoral period (KCB, 2016). The much anticipated regulations like the
Banking Bill and the law for Credit Reference Bureau are still awaiting debate in Parliament.
However, themajor innovation was introduction of an online reporting system together with
training of commercial bank staff on the application of the prudential guidelines introduced in
2014. Additionally, the National Treasury issued a directive limiting withdrafwais foreign
currency accounts therefore leading to a decrease in deposits in foreign currency accounts and
increasing activity in the black market (KCB, 2016). The Banque de la Republiqgue de Burundi
(BRB) also established a new permanent commissiondimgumembers from the local Bankers
Association under the Association des Establissements Financiers du Burundi (ABEF).

4. Challenges and appropriate mechanisms
A critical assessment of the implications of the research findings on the challengeyfideagd
commercial bank provided insight on the different challenges faced by the bank.

a) Differences in political environments in different jurisdictionsrossborder banking provides

Kenya Commercial bank with diverse opportunities as a result ofirgpsubsidiaries across the
different East African communities. The bank increased competitiveness in the dimensions of
efficiency, risks management, learning and innovation. The study also established that cross
border banki ng h a sfitabilitycrepatatisneintredsdd eustbnaenblase,snarket
share, increased revenue, , growth of bank deposits, enhanced corporate image, investors
confidence, increased share holder value, growth of the balance sheet, increased shareholder base,
building of a strong brand name, maintained the position in Kenya of being the largest bank,
provided favourable business environment, enhanced efficiency, effectiveness, risk management,
learning and innovation.

However, crosdorder banking comes with challengaserms of expansion to new territories.

The banks encounter different political environments with different demands and requirements.
One of the subsidiary managers argued that the political environments in the different jurisdictions
come with unique deands in terms of obligations. This require with critical factors for success.
Management must understand the different pol.

55



company has to be equipped with knowledge about the dynamics in théordssvatures. The
process of anticipation and understanding the different factors is critical in the process of
enhancing competitiveness in crdssder banking.

One of the managers for the Ugandan subsidiary argued that
fiCrossbor der banki ngome orca s#versplate. dlasscallé for a
company to sufficiently be equipped with knowledge and understanding of the
market conditions in the subsidiary countries; economic, political, sadioral
and technological factors. This is critical for succassthe environment is always
dynamic

Kasembeli, (2009), the company seeking to embark on-barster banking has undertaken an
assessment of the firms6é growth readiness an
Knowledge of the market conditis in the countries readiness; economic, political, sodioirral

and technological factors are critical for choice of strategy and level of competitiveness
(Mwadime, 2010).In order to gain competitiveness the bank has to provide adequate mechanisms

for effectively addressing the different dynamics in subsidiary environments.

b) Management of conflicting national interestscrossborder banking fosters financial
development, economic integration; stimulate competition and efficiency, innovation, modern
management, establishment of information systems and expertise in different areas. However,
different national regulators ote with different unique interests. The national regulators have
national interest as per the mandate of the different legislative assemblies and at times in conflict
with the different subsidiary and home jurisdictions.

One of the respondents while hiiginting the challenge of conflicting national interests gave a
case of the legislation by the republic of South Sudan said that one of the employees interviewed
argued that
Airegulators in the different jurweddorcti ons
successful competition. In the Republic of S@utanthe regulator has conditions that
the South Sudanese citizens candét be paid ou
also have different legal requirements for liquidity and cashosain the different
countries. These strategies have different I

Home regulator findings the opportunity of economic growth and expansion of the operations of
the crosshorder bank as an opportunity for econo growth and provision of employment in the
different jurisdiction while the subsidiary regulator sees the opportunity for increased investment
and more penetration of the banking services to rural areas. The different positions in relation to
expectatios of different regulators can affect success of the dyoster bank. Different
regulators are unlikely to take into consideration account of the requirements of the other
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regulators. National interests results in differences in priorities in termgsif oranagement,
resource supervision therefore leading divergent regulatory frameworks and institutions. The
financial systems in the different countries significantly contribute to diversities.

The regulatory framework in Rwanda witnessed introduatfdraw No. 31/2015 that establishes

a Deposit Guarantee Fund. The law makes it mandatory for all the deposit taking institutions to
pay a premium, calculated as a percentage of their deposits, to the Fund. The requirement is meant
to increase confidence @rsecurity among depositors but has implications of increasing the cost

of business by the deposit taking institutions. Bank of Rwanda also issued a new Regulation No.
06/2015 relating to bouncing cheques and providing heavy penalties and sanctionsuto cheq
defaulters and obligates banks to report all bouncing cheques to the National Bank of Rwanda and
the Credit Reference Bureau (KCB, 2016)a crossborder context, serious conflicts of interest

can arise when it comes to agreeing on how to share téetjab burden of such interventions.

c) Exposure to foreign exchange rate riskSrossborder banking provides the enables banks to
operate in different jurisdictions with different currencies. The bank dealing with different
currencies provides the bank with different risks as a result of foreign currencies. Differences in
foreign curency exposures between Kenya the home country of KCB and different subsidiaries;
Uganda, Tanzania, Rwanda and Burundi have had important implications for the stability of their
financial sectors in the different countries. Kenya shilling is strongerttie@ourrencies in the
subsidiaries this basically exposes the profits earned from this jurisdiction. Financial and
macroeconomic stability is thus enhanced if currency depreciation typically occurs during
downturns. Jackson one of the respondent arguechtopes in different countries exposes the
bank to different risks.

In his own words the employee of Kenya Commercial bank said that
Athe bank has faced diversd challenges opera
in most of these countriéslow this makes the profits from these countries to be low. The
situation worsens when the exchange rate keeps changing further enabling the bank to
make | osseso.
The bank has to undertake domestic currency invoicing and hedging as a means of reducing
exposure to exchange rate variations. Exchange rate exposures can be experienced as a result of
transaction, translation and economic risks. Transaction exposure is experienced as a result of
variations of value of committed in the future cash flows. TRposures to crosgorder
transactions are experienced in the result of diverse economic challenges in the home and
subsidiary countries. Academic literature is nuanced with evidence of foreign exchange risks
experienced by crodsorder organisations (Bodneaet al (2003) provides data comparing
operations for US and Dutch firms (Bodnar and Gebhard; 1999; Bodnar et al., 2003); Alayannis
and Ofek, 2001).In order for Kenya Commercial Bank to effectively manage risks associated
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with foreign exchange exposure a result of differences in the exchange and variations in the
exchange rate.

d) Differences in fiscal conditions and macroeconomic policidsenya commercial banks
operate in different jurisdictions with different and divergent fiscal and mwemyoome
conditions as a result of different government policy establishments. This ateatesealicy 6
environments and provides different financing costs for operations creating both operational
planning and cost management challenges. East African conmsurave eight different macro
economic and fiscal authorities in the different jurisdictions. This creates a cosmopolitan
environment for the different actors to participate in clmssler banking. One of the headquarter
managers argued
A c r -bosderbanking has diverse challenges but the major challenge the bank has to deal
with the different macr@conomic policies in the East African region providing divers
challenges. The emphasis is the different economies create opportunities and unique
challenges. Competitiveness is determined by appropriate capturing of the divers
opportunities afforded in the different terr

Differences in the fiscal condition and macroeconomic policies of different governments, actual

and perceived, have led to d@ifeénces in the financing costs faced by amiirms in different

countries The crossorder bank as to maneuver with the different fiscal and rresmoomic

dynamics afforded in the home country and subsidiaries. Competition in one jurisdiction requires
acute management due to diversd changes in p
competitors but the challenge becomes more challenging as a result of competition in more than
one location.

e) Divergences in national supervisory standardSross-border banks operate in different
jurisdictions with different supervisory standards and requirements. Kenya commercial bank
operates in 7 countries; Kenya, Uganda, Tanzania, Rwanda, Burundi, Southern Sudan and
Ethiopia. These different countries provisienilar and different obligations to the crdssrder
bank. The findings in the field highlight differences in the field supervision across the different
jurisdictions in approaches on application of common supervisory principles and regulations. The
bank operates in different jurisdictions with different standards and supervisory challenges. The
bank is expected to comply to both subsidiary and home regulators with different regulatory
standards with different and similar obligations. The structurerasdurces in the different
jurisdictions are significantly different in the home country and across the different subsidiaries.
The standards and regulations in different jurisdictions can create complicated for interpretation.
One of the headquarters mgees highlighted that the bank continues to experience challenges
with the different rules and regulations in different jurisdictions. He argued that

Athe banks are usually expected to report bo

different standrds. The bank finds challenges that thare situations where in most
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cases, the regulators may require same information to be reported in different formats
depending on the regulators requirement. This creates duplication therefore causing
duplicaterepr t i ng under Basel I 1 and Basel I 11 .0

In order to streamline operations and reporting mechanisms regulators put are working on
mechanisms for improvement through training and consultations with the different regulators and
harmonisation. However, theseatlenges have persisted to undermine bank performance. This
calls for urgent streamlining of operations and of the commercial banks by harmonisation of
regulatory frameworks and streamlining of actions at regional and continental level through East
African Community and African Union.

f) Transmission of risks from one jurisdiction to anothe€rossborder banks provide the bank
with opportunities for enhancement of competitiveness. &ryoster bank has opportunities to
increasing efficiency, risk managent, learning and innovation. The bank enhances efficiency
and competition, financial deepening and outreach, and financial stability in Africa. Despite the
benefits but crosborder banking provide new potential risks as new channels of contagion emerge
as national banking and financial systems become interwoven allowing transmission of shocks
across the border.
However, the banks as a result of being in different political and economic environment come in
contact with different risks and exposures 8ksiwhich can be transmitted to the headquarters
and other subsidiaries. One of the regulators argued that
i c r -bosder banks become a means of transmission of risks from one jurisdiction to
another and significantly reducing authorities control ovex @tonomies. The process of
regulation of these banks therefore calls for collaboration with regulators in the different
jurisdictions which come with diversoé chall e
Transmission of risks from one jurisdiction to another come with provide moreeuchglienges
to regulators and crosxrder bank. Regulators are forced to introduce protective regulations
which complicated crosBorder banking. Regulatory bodies in different jurisdictions are
responsible for different protection of maaoonomic stabty in the different countries and
better financial performance. The central banks in the different jurisdictions undertake supervisory
oversight of the commercial banks in respective countries with a major objective of promotion of
macraeeconomic stabiy and promotion of economic growth. However, the challenge of different
jurisdictions with diversd regulatory standat
cooperation between regulators provides mechanisms for effectively managinéancess
contagion.
In order for crosdorder banking to become more competitive there has to provide mechanisms
for harmonisation of the crodsrder frameworks. This requires relevant agreement between the
stakeholders as a means of enhancing effective fialantégration.
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g) Political instability: political stabilitydetermines integrity and the durability of a current
government regime, measure by the amount of violence and other forms of instability in the nation.
Subsidiary and home country politicahbtlity is critical in determination of the atmosphere for
banking. Political instability affects the level of economic activity in the jurisdictions. The
gualitative findingselude that political turbulence in the different subsidiaries affected the
profitability of the bank. The political situation in Burundi and South Sudan remained a major
challenge to the bank. The bank had to deal with political instability in the region as a result of war
adversely affecting operations of the bank in these desntlacinta one of the headquarters
managers highlighted that

Apol itical instability in South Sudan has

operations and the policies issued by the central bank in Sudan have affected our

operations. Despitéhe continued operations in the different jurisdictions the operations

have been significantly been affected by civil strife as war has hampered activities in these

countries. o

Academic literature provides nuanced messages about the impact of political instability on
economic growth and financial challenges: lower economic growth (Alesina et al., 199@-Jong
Pin, 2009; Aisen and Veiga, 2013); reduction in investment in thetprsextor (Rodrik, 1991,
Barro, 1991; Alesina and Perotti, 1996); increased inflation and financial volatility (Cukierman et
al., 1992; Aisen and Veiga, 2008); and diverse negative effects on the economy. The bank
experienced continued political instalylin different countries significantly affecting operations

and profitability directly and indirectly.

The bank performance continued to improve in Tanzania and Rwanda despite political activities
in these jurisdictions as the political environment ndsarame hostile. The bank has continued
to provide banking services across the subsidiaries despite the challenges.

h) Changing regulatory environmentin order to respond to global dynamics the different
countries have opted to make appropriate regyldtamework to manage changing economic
situations. The different jurisdictions in East Africa have kept changing the regulatory standards
further changing the dynamics of conducting ciessder banking. In Kenya the new companies
Act together with CapitaMarket legislation create major demands on the Board of Directors
(Biwott, 2016). In 2015 marked the formal implementation of the Unclaimed Financial Assets Act,
2011 requiring institutions submitting requisite reports on and surrendering unclaimegdafinan
assets to the Unclaimed Financial Assets Authority (UFAA). This implies that unclaimed deposits
have to be transferred to the authority and KCB has to be audited on compliance. The
implementation of Prevention of Terrorism Act, 2012 and the Persahigability Act, 2003
started commenced in 2015. The legislations require banks to comply with prevention of terrorism
subject to scrutiny by the Ministry of Internal Security and The National Council for Persons with
Disability.
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The regulatory framew&r in Uganda has also introduced Financial Consumer Protection
Guidelines 2015 seeking to ensure transparency and disclosure by banks to customers including
Key Facts Documents that providing product charges, terms and conditions. Bank of Uganda
issuedamao in 2016 on primary data centersod and
supervised financial institutions to havednount ry pri mary data center
sites by 2016 (KCB, 2016). The regulatory framework in Rwanda witnesseduatian of Law

No. 31/2015 that establishes a Deposit Guarantee Fund. The law makes it mandatory for all the
deposit taking institutions to pay a premium, calculated as a percentage of their deposits, to the
Fund. The requirement is meant to increase denfie and security among depositors but has
implications of increasing the cost of business by the deposit taking institutions. Bank of Rwanda
also issued a new Regulation No. 06/2015 relating to bouncing cheques and providing heavy
penalties and sanctiots cheque defaulters and obligates banks to report all bouncing cheques to

the National Bank of Rwanda and the Credit Reference Bureau (KCB, 2016).

In order to gain competitivadvantagethe bank has to consistently and closely scan the business
envirorment in the home and subsidiary countries. This will provide the bank with proper
understanding of the changing dynamics and appropriately respond to changasivityoin

market is critically important for effective responsive. Competitiveness camdéstrnessed by
crafting appropriate mechanisms for risk management and strategies aligned to unique conditions.

i) Volatility in the market conditions in the banking industryKenya Commercial has
experienced challenging operating environment bothamtme country and subsidiaries. Keegan

(1998) companies must decide whether to expand by seeking new markets in existing countries or,
alternatively, seeking new country markets for already identified and served market segments. Ball
and McCullach (1993¥jrms end up going abroad for a number of reasons but mainly moved by

a desire for increasing sales, profits and protection from erosion of competition. According to KCB
cascade, (2010), as part KCBO6s regi cedarlew gr owt
technology platform T24 that has strengthened its operations further. The new T24 platform has
enabled KCB to be a one branch network across the region as all its subsidiaries have it installed
(Mwadime, 2010).

However, the bank has experienaadrket volatility both in the home and subsidiary markets.
Despite resilience in the bank but the bank had experienced unique and challenging economic
environment as a result of depreciation in Kenya shilling and increase in the interest rate coupled
with tight liquidity. The banking sector generally experienced unique challenges across the areas
of operations as a result of strengthening of a dollar against the local currencies in the different
areas of operations. This led to banking institutions faibechéke enough returns to return on
investment resulting in loss of profitability by different banks in the region with several negative
corporate actions like bankruptifing and bank closures.
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One of the employees highlighted that the environment adtast Africa has been challenging
andsaidthait he banking industry in this region has
resulting into bankr upt cyThasitdhtiooWas maed by difterent b a n k ¢
companies.

Banks inUganda have experienced different challenges. Muhumuza (2017) in an article of the
daily monitor describing the situation of the economic challenges in Uganda state that
ACrane Bankoés failure has been widely attri
economy. The disposable incomes of Ugandans had reduced with prices rising because of
the depreciating Shilling. In fact, in the entire 2015, businesses had to revise expenditure
plans because of the rather high cost of money and less consumer demalddantie
Shilling depreciation was almost 20 percent in the entire 2015. Commercial Bank interest
rates had also edged up to almost 30 per cent from an average of 21 per cent in a space of
a year .o
In order gain competitiveness Kenya national bankbugs up reserves and undertakgrudent
management of finances in accordance to Basel Il building buffers; reserves However, the bank
found appropriate mechanisms for overcoming the challenging environment.

J) Changes in consumer tastes and preferencé€sossborder provides opportunity for provision

of services across different subsidiarissot t er and Hesket (1992) def
values and norms that define appropriate attd.i
Culture is collectivp henomena t hat embody peopl eds respon
subsidiary and home country cultural environment embody practs®fs, customs and

behaviors in the subsidiary and home countries respectively.

Different socieculturalenvironments in different countries have continued to exhibit different and
unique sociecultural environments. The differences in culture and social characteristics in the
populations in different countries lead to countries exhibiting divergent tastgsefarences. One
of the respondents during the interview argued that
Aftastes and preferences i n the different c
divergences in the preferences for products and services. Mobile banking is a product
which is appeling in Kenyan market but attempts to market the same product to the
di fferent subsidiaries has not been well rec
Kenya Commercial bank operating in different territories has found it hard to meetidgjoe un
tastes of the different jurisdiction.

The bank has also continued to experience changing tastes and preferences as a result of changes
in customer characteristics as a result of changes in technology and globalization. One of the

respondentsalsogqu ed t hat customerd tastes in banking
changing. He said thd&it he banking industry especially w
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globalization therefore significantly transforming tastes of customers. This reduérbamnk to be

wel | i nformed about t he dhisapuatgthenbgnk drnepsessure sf o f
delivering the level of service that consumers are demanding, especially in regards to technology.
Consumer preferences is conceived as attitude tewanatlucts reflected in consumer decision
making process (Lichtenstein & Slovic, 2006), evaluative judgment in terms of liking and dislike

of a product or service (Scherer, 2005). The consumer tastes and preferences noted in the decision
making processegke choices (Brehm, 1956; Sharot, De Martino & Dolan, 2009); unconsciously
(Coppin et al., 2010). Tastes and preferences could be a product geographical location, culture al
background, religious beliefs, and educatidajonc, 1982; Sharot et al., 2009)

In order to appropriately manage the changing demands of customers as a result of changes in
tastes and preferences the bank has to undertake assessment of unique values across the different
jurisdictions and appropriately design products and servicesett the unique aspirations of
customers. The bank has to undertake continuous assessment of the environmental dynamics.

k) Intense competition in the banking industry}competition in the banking sector has become
stringent as Kenya commercial bank hagstinued to experience competition in the home country
and across borders. Different subsidiary jurisdictions have significantly affected the operations of
the bank in the different jurisdictions. Jane one of the employees of Kenya commercial Bank in
Ugarda highlighted that

Aithe banking environment in country 1S very
Uganda commercial bank by Stanbic bank. This made the ground very difficult for the late
arrivals | i ke Kenya commerci al Bank. o

The Ugandan madt was faced by entry on Stanbic bank from its initial entry to the Ugandan
market through purchase of Uganda commercial bank with branches across the country. This has
left subsequent banks with a limitation to bank in the commercial areas mainly atbeturban
centers. KCB entry into Uganda in2008 was mainly started by targeting the Kenyan business
community in Uganda. The bank also started by branding in order to encourage people to
appreciate the brand of Kenya Commercial Banks. The banks eategstalso involved mainly
employing personnel from the home country but eventually strategy recruiting staff from the local
banks like Stanbic Bank, Equity and centenary banks. These banks had understanding of the
conditions in the local market as a reafl failures and a need to be more adaptive to the local
conditions. The bank recruited staff at top level like managers to ensure that ideologies and norms
in the local markets could be adopted. The first challenge was top management mainly being
Kenyanaffected the performance of the banks due to mistrust and limited knowledge of the local
dynamics was critical in paradigm shift in the recruitment process. KCB marketing strategy mainly
focusing on asset financing, salary loans, mortgage mainly targetoogne earners, bulk
marketing, Afrebased that would@ontract loans, asset finance, salary base, support corporate
customers.
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Academic literature is nuanced with evidence of success of-barder banking in Africa
(Claessens and Laeven, 2004; Gelos Raoftlos, 2004; Yeyati and Micco, 200rossborder
banking supports the development of an efficient and stable financial system that offers a wide
access to quality financial services at low case¢n, 2014) However, crosdorder increases
competitivepressure on the players as the players in the home market and subsidiary markets have
to use different strategies for competitiodthereas different scholars argue that clossler

banks have a comparative advantage in the process of entering new nmatketprocess of
diversification, access to capital, risk scale economies, skill and management expertise. However,
the subsidiary operations provide diverse levels of competition. Competitive environment has
further dampened by financial technology camigs which seem very attractive to customers.
Equity Bank in the beginning introduced a mobile sim cards that could support the provision of
financial services. Mobile telephone companies like MTN and safari com now provide loans to
customers that are ugj mobile money significantly affecting competitiveness of clomsler

banks.

In order to manage competition from different fronts the bank thak mechanisms for
competitiveness by undertaking market analysis and provides appropriate strategies for
competitiveness. Knowledge of the market conditions in the countries readiness; economic,
political, sociecultural and technological factors are critical for choice of strategy and level of
competitiveness (Mwadime, 2010). The process of anticipation asherstanding the different
factors is critical in the process of enhancing competitiveness inlaoodsr banking. Banks have

to improve the IT platforms in order to facilitate delivery of products and services competitively
to meet the emerging dynamicsthe market. This should be coupled with building of partnerships
with critical stakeholders like mobile telephone companies, national governments and local
governments, public and private companies. This will provide leverage and impetus for the bank
to compete at home and acrdswders.

5.0 I mmary
A critical evaluationof the impact of the research findings on the challenges faced by Kenya
commercial bank provided insight on the different challenges faced by the bankb@mdssbanks

sufferpolitical, economic and social difficulties in across the various jurisdictions.

The synopsis of critical challenges faced by ctossier bankpresentedhn figure 4-567 below.
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Figure 4-27: Synopsis of challenges faceal crossborder banking

The assessment of the implications of the research findings on the challenges faced by Kenya
commercial bank provided insight on the different challenges faced by theTenghallenges faced

by the multinational bank involveoperations in different political environments, management of
conflicting natural interests, foreign currency risk exposure, differences in fiscal conditions and macro
economic policies, divergent national supervisory standards and requirements, transaofisisks

from one jurisdiction to another, political instability, changing regulatory environments, market
volatility, changing consumer expectation and stiff competition in the banking industry.

6.0 Conclusion

PanAfrican is critical in reviving thdortunes of Africa in global world with diverse challenges.
Revival African fortuned significantly depends on a strong financial system which si critical in
driving socialeconomic development in Africa. However, Painican banks systematically
suffer despite the success face diverse challenges as per Kenya Commercial bank which was a case
study. The challenges faced by the bank operations in different political environments,
management of conflicting natural interests, foreign currency risk exposdegeddes in fiscal
conditions and macreconomic policies, divergent national supervisory standards and
requirements, transmission of risks from one jurisdiction to another, political instability, changing
regulatory environments, market volatility, chamgjiconsumer expectation and stiff competition

in the banking industry.
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PanAfrican banks also face challenges on the basis of operation in different jurisdictions
providing different unique problems and challenges basically facing the entire bankistyyindu
These challenges as a result of operations in different environments include unique political
environments, management of conflicting natural interests, foreign currency risk exposure,
differences in fiscal conditions and ma@&conomic policies, dergent national supervisory
standards and requirements, transmission of risks from one jurisdiction to another, political
instability, changing regulatory environments.

However, the banking industry is generally facing challenges; market volatility, dhgng
consumer expectation and stiff competition infihancialsector
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An Integrated Framework for Mobile Ad Hoc Network Security
Daniel Mwangalalo
Richfield Gaduate Institute of technology
danielm@richfield.ac.za

Abstract In recent years, major changes have occurred in the world economy, in
particular with regards to internet access. The development of internet access in
the world about sharing information andireless fastbecoming accepted to
maintain highavailability of internet so that internet connection for keeping
connection up and available at all the tim
one basketo. The world has an integrated a
array of problems can be resolved by sharimjormation. Thesharing of

information as an IT service product and to generate a specific model for the IT

unit, Security is a paramount concern in mobile ad hoc network (MANET) because

of its intrinsic vulnerabilities. These vulnerabilities are nataf@ANET structure

that cannot be removed. As a result, attacks with malicious intent have been and

will be devised to exploit theselnerabilities; Theprocess of the packaging of IT

service that can help the users at the time they access the intertet icaproving

users experience. For instance, students always complain that their connectivity

was cancelled due to infrastructure; it will be commendable to upgrade the quality

of satisfaction of the userodés Network usag

Keywords: Black hole: Packetropping: Malicious node: Vulnerabilities: Attack prevention Key
management

1 Introduction

In recentyears, wireless communication has became of the fastegjrowing technologies. The
demand for connecting devices without the use of cables is inayeagrywhere. Wireless LANs

can be found on college campuses, in office buildings, and in many public areas. In that case we
can distinguish two types of basic service set. A basic service set as the building block of a wireless
LAN, the mobile wireless ation is known as the access point(AP). The BSS without an AP is a
standalone network and cannot collaborate with other BSSs and them it called an ad hoc
architecture that cannot need to have an access point and. A BSS with an AP is sometimes referred
to as an infrastructure networkkbasi ¢ service set without an AP
Explosive growth of mobile computing devices, which mainly incllageops, personal digital
assistants (PDAs) and handheld digital devices, has impelleyadutionary change in the
computing world: computing will not merely rely on tlapability provided by the personal
computers, and the concept of ubiquitous compuwmgrges and becomes one of the researched
hotspots in the computer science society. In¢bigext, the availability of computer networiks

vital since the incidents, however small, are immediately perceived by end users.
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The term "availability" is defined as the probability set up anywhere and anytime, without using
any preexisting networkinfrastructure that a service is in operation during a given time or what

is the percentage of time during which a service is available, and not only be connected or available
and be secure, according to ideas we have to secure our network even smallrtust follow

some critical components that define security firsttgnfidentiality, access,integrity, and
nonrepudiation. Anetwork is not only logically vulnerable but is also physically at risk physical
security address the d&g-day security of aetwork no matter small or bigig. A set of networks
security policies and procedures need to be defined that addresses organizational vulnerabilities.
Security access is to be determined by such factors as who you are, what you do, what resources
you require, and why . Ma n u fhave tlretefore warked to implement mechanisms to
improve the convergence time of the network devices. In the ubiquitous computing environment,
individual users utilize, at the same time, several electronic platforms through which they can
access all the requiredformation whenever and wherever they nizs. The nature of the
ubiquitous computing has made it necessary to adopt wireless network as the interconnection
method: it is not possible for the ubiquitous devices to get wired network link whenever and
where\er they need to connect with othdriquitous devices. The Mobile Ad Hoc Network is one

of the wireless networks that haattracted most concentrations from many researchers.

A Mobile Ad hoc Network (MANET) is a system of wireless mobile nodes that digadynSelf
organize in arbitrary and temporary network topologiesople and vehicles can thus be
Internetworked in areas without a geisting communicatioimfrastructure or when the usé

such infrastructure requires wireless extensionhénnobie ad hoc network, nodesin directly
communicate with all the other nodes withieittradio ranges; whereas nodleat are not in the
direct communication range use internadinode(s) to communicate wiglach other. In these

two situations, all the nodethat have participated in the communication. Automatically form a
wireless network. Therefore, this kind of wireless network can be viewed as mobile ad hoc
network. The mobile ad hoc network has the following typical features this literature review
provides a summary of research into the mobile Ad hoc Network Security. Establishment
availability of communication. These technologies will be looked at to see how they can provide
a guaranteed service for different types of traffic in a network.

Mobile Ad hoc Network

A mobile ad hoc network (MANET) is a collection of autonomous nodes that communicate with
each other by forming a muliop radio network and maintaining connections in a decentralized
manner. Security remains a major challenge for these netwlogkto their features of open
medium, dynamically changing topologies, reliance on cooperative algorithms, absence of
centralized monitoring points, and lack of clear lines of defense. Most of the routing protocols
for MANETS are thus vulnerable to vam® types of attacks. Ad hoc-alemand distance vector
routing (AODV) is a very popular routing algorithm. However, it is vulnerable to the well

known black hole attack, where a malicious node falsely advertises good paths to a destination
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node during theaute discovery process. This attack becomes more sever when a group of
malicious nodes cooperatach other. In this paper, a defenschanism is presented against a
coordinated attack by multiple black hole nodes in a MANET.

The simulation carried outn the proposed scheme has produced results that demonstrate the
effectiveness of the mechanism in detection of the attack while maintaining a reasonable level of
through put in the network. In this paper, routing security issues in MANETSs are discussed in
general, and in particular the cooperative black hole attack has been described in detail. A security
protocol has been proposed that can be utilized to identify multiple black hole nodes in a MANET
and thereby identify a secure routing path from a sooode to a destination node avoiding the
black hole nodes. As a future scope of work, the proposed security mechanism may be extended
so that it can defend against other attacks like resource consumption attack and packet dropping
attack. Adapting the protol for efficiently defending against gray hole attaak attack where

some nodes switch their states from black hole to honest intermittently and vice versa, is also an
interesting future work (Tata .2011()A Mechanism for Detection of Cooperative Btaklole

Attack in Mobile Ad Hoc Networks), Wireless Atbc Network is a temporary and decentralized

type of wireless network.

Due to security vulnerabilities in the routing protocol currently, this type of  network is
unprotected to network layer atkas. Blackhole attack is such a type of attack and is a Dagfial
Service (DoS) attack. Due to its nature, the attack makes the source node send all the data packets
to a Blackhole node that ends up dropping all the packets. The aim of this papesfledblight

on the severe effects of a Blabkle attack in a Wireless Agoc network and the drawbacks of

the security mechanisms being used for the mitigation of this attack WirelelsscAaktworks

have the ability to deploy a network where a tradaloretwork infrastructure environment cannot
possibly be deployed. With development in computing environments, the services based on ad hoc
networks have been increased. Although many solutions for-btalelattack mitigation have been
proposed but stilthese solutions are not perfect in terms of effectiveness and efficiency.in this
study we analyzed the results of various simulations that ran-btdelattack in wireless dabc

network and the effect of this attack on packet delivery.

Based on our resrch and analysis we draw the conclusion that the drop rate of packets is very
high when there is a bladlole node present in the network and that the detection of black hole
nodes in ad hoc networks is still considered to be a challenging task. Ac adréless network

is a collection of wireless mobile nodes that-selfifigure to construct a network without the need

for any established infrastructure or backbone. Ad hoc networks use mobile nodes to enable
communication outside wireless transmissimge. Due to the absence of any fixed infrastructure,

it becomes difficult to make use of the existing routing techniques for network services and this
poses a number of challenges in ensuring the security of the communication. Many of the ad hoc
routing potocols that address security issues rely on implicit trust relationships to route packets
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among participating nodes. The general security objectives like authentication, confidentiality,
integrity, availability and nonrepudiation, the ad hoc routinggqmals should also address location
confidentiality, cooperation fairness aalsence of traffic diversioMobile Ad-hoc networks are

a collection of mobile hosts that communicate with each other without any infrastructure. Due to
security vulnerabilitief the routing protocols, wireless ad hoc networks may be unprotected
against attacks by the malicious nodes.

One of these attacks is the Black Hole Attack against network integrity absorbing all data packets
in the network. Since the data packets doreath the destination node on account of this attack,
data loss will occur. In this paper are doing simulation study of network under black hole attack
and do comparison with the network without attack working on AODV protocol using various
performance nteics such as throughput, PDF and End to End delay in three different scenarios.
In this paper we have analyzed the performance of ad hoc network under the black hole attack and
compared that with the network without any attack working using AODV routotggpl in three
scenarios (Reddy2011)

MANET is a network of mobile nodes without any infrastructure. Due to its dynamic in nature
MANET are at more risk to attacks. There are several attacks in MANET. Black Hole attack is
one of the attacks that adved it for having the shortest path to destination node and drops the
entire packet that is coming from source node. In this paper, we have reviewed different IDS based
solutions against Black hole attacks in Mobile-Adc networks and thoroughly compahese
schemes to find out their various advantages and disadvantages. After it was being defined AODV
protocol in MANET and the various authors have given several proposals for detection and
prevention of black hole attacks in MANET but every proposaltsasin disadvantages in their
respected solutions and we made a comparison among the existed solutions. We observe that the
mechanisms detect black hole node, but no one is reliable procedure since most of the solutions
are having more time delay, muchwetk overhead because of newly introduced packets and
some mathematical calculations.

For future work, to find an effective solution to the black hole attack on AODV protocol (Sarita
Badiwal et al, May 2013), a mobile ad hoc network (MANET) is an autonsnmetwork that
consists of mobile nodes that communicate with each other over wireless links. In the absence of
a fixed infrastructure, nodes have to cooperate in order to provide the necessary network
functionality. One of the principal routing protosalsed in Ad hoc networks is AODV (Ad hoc

on demand Distance Vector) protocol. The security of the AODV protocol is compromised by a
particular type of attack called 6Bl ack Hol ebd
as having the shast path to the node whose packets it wants to intercept. In this paper, their
address the problem of coordinated attack by multiple black holes acting in group. And we propose
a complete protocol to detect a chain of cooperating malicious nodes in ac adttvork that
disrupts transmission of data by feeding wrong routing information. And present a technique to
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identify multiple black holes cooperating with each other and a solution to discover a safe route
avoiding cooperative black hole attack.

In this paper we have studied the routing security issues of MANETS, described the cooperative
black hole attack that can be mounted against a MANET and proposed a feasible solution for it in
the AODV protocol. The proposed solution can be applietbentify multiple black hole nodes
cooperatingvith each other in a MANET; andiscover secure paths from source to destination

by avoiding multiple black hole nodes acting in cooperation. As future work, we intend to develop
simulations to analyze the performamdehe proposed solution. We also plan to study the impact

of GRAY hole nodes (nodes which switch from good nodes to black hole nodes) and techniques
for their identification ( Jhansi et all ,2012), MANETSs are unprotected to various types of security
attaks. Black hole is one of these attacks. Black hole is a type of routing attack where malicious
nodes advertise itself as having the shortest path to all nodes in the environment by sending fake
route reply.

By doing this, the malicious node can deprikre traffic from the source node. There are lots of
detection and defense mechanisms to eliminate the intruder that carry out the black hole attack.
Here, a mechanism is proposed for the nodes which are deployed in MANETS in order to detect
and prevent blgk hole attackdn this paper, we have surveyed and compared the existing solutions
to black hole attacks on AODV protocol. The various authors have given several proposals for
detection and prevention of black hole attacks in MANET but every proposaltshasvn
disadvantages in their respected solutions and we made a comparison among the existed solutions.
We observe that the mechanisdetectblack hole node, but no one is reliable procedure since
most of the solutions are having more time delay, mwtivark overhead because of newly
introduced packets and some mathematical calculations. For future work, to find an effective
solution to the black hole attack on AODV protocol. (Khushbu Patel, Feb20d# Mobile Ad

hoc Networks (MANET) is a selfonfiguring, infrastructure less network consists of independent
mobile nodes that can communicate via wireless medium. Each mobile node can move freely in
any direction, and changes their links to other devices frequently. Security is an essential part of
ad hocnetworks.

Mobile ad hoc networks are typically designed and evaluated in generic simulation environments.
However the real conditions in which these networks are deployed can be quite different in terms
of RF attenuation, topology, and traffic load. th@érmore, specific situations often have a need

for a network that is optimized along certain characteristics such as delay, energy or overhead. In
response to the variety of conditions and requirements, ad hoc networking protocols are often
designed withmany modifiable parameters. However, there is currently no methodical way for
choosing values for the parameters other than intuition and broad experience. In this paper we
investigate the use of genetic algorithms for automated selection of paramesersaadéhhoc
networking system. We provide experimental results demonstrating that the genetic algorithm can

73



optimize for different classes of operating conditions. We also compare our genetic algorithm
optimization against hanining in a complex, realistiscenario and show how the genetic.
Algorithm provides better performance.

The first conclusion we can draw from our work is that the values chosen for the different
parameters of the networking algorithm make a big difference in the performance eftbekn
Furthermore, there is not a single set of parameters that is the best, since the performance of a set
of parameters depends greatly on the conditions under which the network is operating. This makes
the problem of selecting a good set of parameterisnportant and difficult one.

A second conclusion is that automated parameter optimization produces significantly better
parameter values than hand tuning, at least based on our preliminary, experiments. Hence, the
automated approach is one well wopphur sui ng to greater l evel s
conclusion is that for automated parameter optimization to work best, the training data should
represent the full range of operating conditions under which the parameters need to function. This
need forsufficient quantity of representative training data is one that is not unique to this problem
but is rather common to all forms of statistical estimation. The work we have described is just
preliminary and suggests some possible future work. One pottritied task is comparing the
genetic algorithm optimization performance with other stochastic optimization algorithms such as
simulated annealing or tabu search. While we only had opportunity to investigate one algorithm
so far, it would be valuable to docomparative Study of optimization techniques. A second future
task is implementation of the capabilibyhave multiple machines running evaluations of different
parameters simultaneously.

An important feature of genetic algorithms is the abilitydbieve approximately linear speedups

via parallel evaluations, and we should exploit this to speed the optimization runs. David Montana
and Jason Redi, (Optimizing Parameters of a Mobile Ad Hoc Network Protocol with a Genetic
Algorithm),a Wireless athoc retwork is a temporary network set up by wireless mobile computers
(or nodes) moving arbitrary in the places that have no network infrastructure. Since the nodes
communicate with each other, they cooperate by forwarding data packets to other nodes in the
network. Thus the nodes find a path to the destination node using routing protocols. However, due
to security vulnerabilities of the routing protocols, wirelesshad networks are unprotected to
attacks of the malicious nodes. One of these attacks is #uoik Blole Attack against network
integrity absorbing all data packets in the network. Since the data packets do not reach the
destination node on account of this attack, data loss will occur.

There is lots of detection and defense mechanisms to eliminate the intruder that carry out the black
hole attack. We simulated the black hole attack in various wireleBsadetwork scenarios and

have tried to find a response system in simulations.isnpiiper, we analyzed the effect of Black

Hole in AODV network. For this we implemented an AODV protocol that behaves as Black Hole
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in NS2. Having simulated the black hole attack, we saw that the packet loss is increadeakin ad
network. The Black Hole #hack affects the overall network connectivity and causes data loss in
network Therefore to minimize the black hole effect, we implemented IDSA@DWcol. The
IDSAODV protocol will improve the packet delivery ratio and minimize the data loss. The
advantge of this approach is the implemented protocol does not make any modification in packet
format hence can work together with AODV protocol. Another advantage is that the proposed
IDSAODV does not require any additional overhead and require minimum madiiea AODV
protocol. (www.ijera.com Vol. 2, Issue4, Julyugust 2012). One of these attacks is the Black
Hole Attack against network integrity absorbing all data packets in the network. Since the data
packets do not reach the destination node on acoddinis attack, data loss will occur. (Ranjeet
Suryawanshi et all, Juljwugust 2012)

The above review of literature has traced, An integrated Mobile Ad Hoc Network Security
Framework from its meaning, the processes involved, benefits, reasons ferttaitaradvantages

due to the current technological used at Richfield Graduate of Institutes of Technology. The pivotal
argument has been that the users or students are at the center of the success on any efforts by
organizations to gain competitive advage by using Mobile Ad Hoc Network Security Sampling

There are several alternative ways of sampling but the two main sampling techniques-are non
probability and probability sampling.

- Sampling method

( A Nprobability sample. This used when the rededrelieves it is not feasible or necessary to

have a representative sample. Perhaps the time and cost of obtaining one are too great. Sometimes
researchers do not know enough about the popu
A group of students from RGITAcademy will participate in the research. Therefore, convenience
sampling which is one of the Ngrobability sampling methods will be used since sample units
(which are students) were selected because they can be accessed easily and conveniently.)

Sample sie
50 Students from Academy

For the purpose of this research, a questionnaire composing of two parts has been constructed.
Part 1 of the questionnaire measures the accessibility (connection) quality of the website.

Part 2 of the questionnaire measures ga@sfaction and customer loyalty.

Af t er going through a website student wi ||
accessibility and their level of satisfaction.

- profile of respondents

A data Collection

-Data collection methods
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There are four main types of quantitative research designs. You will need to decide which one is
most appropriate for our research questions. While there are many different investigations that can
be done, a study with a quantitative approach generallpeatescribed with the characteristics
of one of the following four types:

1. Descriptive,

2. Correlation,

3. CausalComparative/Quadtxperimental, and

4. True Experimental.

For our work will choose Caus@lomparative because is the one can establish causffaod

will see at the description: Causamparative research attempts to establish eeifficet
relationships among the variables. These types of design are very similar to true experiments, but
with some key differences. An independent variable istifileth but not demonstrated by the
experimenter, and effects of the independent variable on the dependent variable are measured. The
researcher does not randomly assign groups and must use ones that are naturally formed or pre
existing groups. ldentifiedontrol groups exposed to the treatment variable are studied and
compared to groups who are not.

For other auth@you can see there are different kinds of data used in quantitative data analysis
because different analysis techniques are suited to ditf&neds of data. We are particularly
concerned with four different types: nominal, ordinal, interval, and ratio data. in that list we choose
only Ordinal data, with ordinal data, number are allocated to a quantitative scale, for example,
students could beanked in terms of terms of their examination results,1,2,3, for example. This

time unlike nominal data, there is an order to the designated code number so some arithmetical
operations are possible. We can tell which student did better than anothet. dtiategver, the
arithmetical operations are | imited. We donodt
than the second, or the tenth, and so on. A common use of ordinal data is in categorizisgsespo

For exampl e Disagrhesstrongg& ,poMisxea gor e e AA,gb6 reeei tshh aro nagd ryee
be coded 1,2,3,4 and 5, respectively. Again you can see there is an order to the designated code
number for each response,5 means greater agreement than4, for instance. But we cannot know by

how muaclmdhgsy agreed (5) i's greater thando Agr
ranked, but we dondét know the differences or
Population

RGIT university students
Sampling frame

Durban Main campus
A Measurement
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HOW OFTEN DO YOU ACCESS THE INTERNET ?
VALUE

/3

@

n OMCE A MONTH um ONCE AWEEK n SEVERALTIME A WEEK
= EVERYDAY m SEVERALTIME A DAY = TOTAL
Fig 1

HOW OFTEN DO YOU ACCESS THE INTERNET ?
VALUE

/Y

n ONMCE AMONTH m ONCE AWEEK n SEVERALTIME A WEEK

Fig 2
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Findings/Results

SCOPE OF EXPERIMENT
In order to identify the contributing factors to the time delay connectivity and packet loss of a

network, and to determine the possible configuration options that could be used to reduce the time
of connectivity, it is the interest of this study to examine some of the key components in mobile
ad hoc networks. This means manipulating some of their parameters or attributes to see if they
have direct impact on the impact of reduce the time. Some obthpanents to be investigated
include the label distribution protocol and the mobile ad hoc networks. Due to time and resource
constraints, it is not the aim of this study to examine each and every parameter/attribute of the
various components of the deteagt and eliminating Black Hole attacks in ad hoc networks.
However, through the initial literature research of this study work, the scope of the experimentation
was limited to a few identified parameters for each component.

2TOOLS
In our project we simatted our network using OMNET++4.5, this is a graphical network simulator

that allows you to easily design network topologies and then run simulations on them. At the
moment OMNET++4.5 supports Ad hoc routing; you can even extend your own network by
conneding it to your ad hoc topology.

3 LABORATORY SBP

-l

Ciormgeitesr ] Ciormp e

Figurel shows the implementation of the Mobile Ad Hoc Network Security

wtialere) ok e rest compeaer] . stage (
shalerg mocdule net computer?. stage ()
"Event #1 Tal net compuisr? [compuber, el on ‘checkM g’ (cheszage, ids()

Setup in the laboratory. Mobile Ad Hoc Network Security is formed by 3 computers. Whose
main functionality was to perfornabel selconfiguration, were set up to form the core of the
network without an backbone or any infrastructure. Three computers can communicate (PC1, PC2,
and PC3) which were the main workhorse for this network without infrastructure; They formed
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the entryand exit points to the computer. Each computer (PC1, PC1, PC1) was connected to two
Campus each one the computer for the follow students. Each Computer served as a link from the
user6s network to the service providerods netw
Independence from central network administration

Self-configuring, nodes are also routers

Self-healing through continuous reconfiguration

Scalable: accommodates the addition of more nodes

Flexible: similar to being able to go the Internmetnfi many different locations

a s ownhPRE

4 Disadvantages
Each node must have full performance

1. Throughput is affected by system loading
2. Reliability requires a sufficient number of available nodes. That kind of networks can have
problems Large networks candve excessivproblems

Summary of findings
Indeed computing or information systems are growing fast because it is facing a big challenge in

the world, the world need progress all the time and in all generations want to be closed that is why
in the some wawe need to solve that issue infrastructure network, to evaluate the easy connection
without using the infrastructure, can be capable to solving problems.

In fact, you can see with infrastructure network at many issues, is an advocacy organization to
repesent the fAnuts and boltso of the internet
way will resolve the world the problems, here we make it, in using some strategies and method to
found a solution for the disconnection is happens while studémdy in group like scientific
workers we can solve problem if use simulator and technical solutions to get the outcome response
and need for students in academy

Limitations
This research has no restrictions since it expands to all the universitiee obuhtry and

computing sector is available in universities throughout the country

Recommendations for future research
This research is recommended in the planning of the university curriculum of any university that

has computing qualification
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The Role of Online Business Registrationn Service Branding: A Caseof Department of
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Abstract Ther e i s growing concern that Congol es
in a fiercely competitive internationabconomy spells ruin for the economy of
CongoeBrazzaville. This paper usedricolage and information systems
improvisation as a lens to explore the use of online busiaggdration as a means

to rebrand government services. Building and achieving bratedus is
challenging, however; public service organisations and country of any size with a
name can becontegh status brands. The investigation was done at the Department
of Trade and Industry (DTI) i€ongeBrazzaville using a mixed methodology. A
surveyqguestionnaire on a sample size of N =260 from a total of 800 DHiirfiu
employees was used to elicit information by requinegpondents to answer
objective questions. A focus group comprising of eightifuk employeeselected
according to theirével of IT awareness and position were invited for discussions
to gain a broader understanding of the research problem. An observation in the
form field workwas also done to experience what it is like when there is no other
alternative to register &usiress but to follow the only lengthy and bureaucratic
process of traditional businessgistration. It was evident from the data that 74.2%
of respondents agreed that an onllmgsiness registration system will enable DTI
Congo to play a crucial role irservice brandingFindings reveal that online
business registration service adoption at the DTI Congo enabtesmiomic
diversification, poverty alleviation, electronic data integration and digital
marketingtools to boost DTI Congo profile.

Keywords: Online registration, information systems improvisation, bricolage, service
branding, Trade and industry

1. Introduction
The paper uses Information Systems (IS) improvisation as a lens to determine the potential of

online business registration to bragdvernment services use at the Department of Trade and
Industry (DTI) in CongeBrazzaville. The country is known for being at the bottom ofpife

when it comes to the ease of doing business ratings. The situation causes espeeialy as
thereisgpwi ng awareness that Congol descelycbmpstitive e s s 0 |
international economy spells ruin (Wasserman, 2001: 6). Thus, déspitotential role that

online business registration can play in service branding in developurgries, DTI Conge
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Brazzaville has insufficiently advocated for Information Systems (i®)rovisation. Such
insufficient advocacy of IS enforces the void of branding, positiosexyrity, safety and integrity
posed by hackers, viruses, fraud and deoifiaervice tgpotential service users (Fovinoa, Guidib,
Maseraa, & Stefaninia, 2013). Arguably, brandprgcedes advertising, marketing, or public
relations owing to the fact that one must festate brand, then raises awareness of it. Building
and acheving brand status is challengifwever; public service organisations and country of
any size with a name can become hstditus brands (HBS Marketing, 2018). The study therefore
was aimed at exploring the useasfline business registration as a meanebrand government
services. Hence the question dddress was how does the DTI CoiRrazzaville intend to
improve business registratioising online registration technology as a branding tool?

Patel (2018) shares the view that online businegistration platform played catalytic roletime
government departments and country branding in USA. Arguably, the intent of the above3
mentioned authorsdéd works was to examinhe the o
SMEs 6 v al uendenhSMEsbelonged ® parious sectors includmagufacturing and

health care. Some managers from the respondent SMEs confirmedlith@business registration

has per meated SMEs® v apertoenancehand improved tha fursctiomalt me d
relationship between inbound and outbologlstics. However, others posit that online business
registration also increased sales amatketing activities of the SMEs. The rationale is that online
business registration as servib@es not come singly. lomes bundled with other relevant and
costreducing services linked o t h e rcemgmesd Websited Indeear, beside basic online
application for businespermit, registered SMEs qualify for other services namely: online tax
declaration, onlineustomsdeclaration, and online advertisement.

I n tune with that, the author agrees systet h Bha
registration has emerged as an i mpaoasragreeable b u s i
that ecommerce bcame a leading factor of business diversification amdnggnAmerican

SMEs. Arguably, the American General Electric (GE) uses-&XT0 business strategy in India.

The 70870-70 business strategy mandates the outsourcing pei@nt of General Electi c 6 s | T
service requirements, of which 70 percent is given to Irstiategic suppliers, who in turn execute

70 percent of the work in India, and deliver finish@dducts to GE via the Internet (Bharati,
2005:7175). In reality, the main factemderlyingthe growing utilisation of-€ommerce in India

is the need for Multinational CorporatioMNCs) to remain globally competitive by relocating
business operations from higtompensationdeveloped countries such as USA to {ow
compensation develampy onesnamely India (Pollock, 2004:56). In the case of New Zealand, Al

Qirim and Bathulg2002:53/4540) al |l uded that despite of the
from the rest othe world, online business registration played crucial role in servareding;
hencemor¢ han 30 per cent of the countryodés Gross L
SMEs.
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In South Africa, SMESs rely onreommerce in almost every transaction (Pillai, 201@8®mnputer
networks are utilised in stores, restaurants,daforcement offices, manufacturiagd electrical
plants to store and process data. Implementation of computer networks inABaahaffected
positively the perceived value of the country as brand by entreprenewsrandates. Currently,
reliance @ computer networks is so absolute that SMEs in SAf@riba would dysfunction if
computer networks were removed (Show Me, 2018). Ecomntectmologies have long been
introduced at the South African Department of Trae Industry (DTI), which enabled
ertrepreneurs to register businesses electronically.natianal level, online business registration
re-branded the service industry in South Afritag ver age the countryds st
business and will boost the pride of DTI SoAtftica, as ublic organisation, as well as its partners
in an aspect that is at the core ofviddues.

A study conducted by Cap Gemini about the role-obmmerce and-government irEuropean
Union (EU) economy reveals that the adoption of online business rdgistrabrandegublic
service within EU state members (Cap Gemini, 2018). Given the aboagtiaent that public
sector or no#profit organisation should focus on service delivery oalyd less on branding is
obsolete (Centre of Excellence for Publict®e Marketing, 2016). Ifiact, branding is a process
enabling public, private organisations and even countries to cest@mners better by establishing
consistent presence which conveys credibility. Currepthfplic organisations and countries use
IS improvisation for branding strategies and creatnsistent presence for sustainable
relationships with customers or citizens.

Problem Conceptualization

Bricolage and improvisation as the underpinning concepts were used as a lens throudgh which
understandand interpret the role of online business registration in service branding at the
Government department of trade and industry (DTI). However, there are many waghttats
defined theory. Sunday (2016) defines theory as a model or framewodbg$enation and
understanding, which shapes both what people see and how theyAsgaably, the purpose of
using improvisational theory in this research was to make lelk&een the abstract world of
improvisation and bricolage and the concrete one of pablvice branding through Information
Systems.

Many researchers from Le@trauss (1966) to Smith and Blundel (2014); and Molnar (2009)
documented evidence of improvisation in different domains. Ciborra (2002) enforced that IS

improvisation and bricolagare intefr e | at e d . |l ndeed, b rbricoladlaadg e |, Co
was adapted in French and trans| atbeidginiLatn Engl i
a sprovisa , transl ated in Engli sh alberedrenumerousdi ng s

applications and meanings of improvisation in different contéds examplein the context of
firefighting and rescuing car passengers caught in road acomegribeing trained, firefighters
normally practice cutting cars with old models. Hmsr, in realife scenario, cars are different in

84



models, size and features. Vera and Crossan (2005) tbedllin terms of air bags, car
manufacturers do not tell firefighters in advance about theirstedards so that they can prepare
themselves.

Hence, a firefighter said that:
fEvery time we have people trapped in cars, we have to make a decisien in
moment and find a way to get them out of the car

In that context, currently firefighters came up with a4econventional instrument to save ftlife
of a heavy person caught in road accident and unable to come out of the carinipraisation.

Another case of improvisation can be in the ardaafity management

There was sudden mechanical breakdown of astamditioning system during avedding
reception in the summer. The venue had no windows as the design plans and congiouksion
were made in a way that aionditioning system must be on when using the veGuests, bride
and groom were sweating as the venue temperatunttnuously increased. Was so hot outside
that the actual unit on the roof was overheating. The facility manageo lvagrovise. He came
up with the idea to set upsprinklersystem to cool the unit down #aeat it would actually run.
Thus, the ideavorked and the venue temperature was regulatech & Crossan, 2005).

Smith and Blundel (2014) argue tHeam the abovenentionedexamples | mpr ovthesat i on
inverse of foresight and planning . I n t he s 42008) agreey that ilvedvisab

me a rwighouf previous planning; and Ciborra (20023lludes that improvisation also means

finot seen ahead of time Information Systemmprovisation as theory guided, organised study

ideas, informed this research gmavided a context of predictioms the role played by online

business registration in servibeanding. More than thatpnformation Systemimprovisational

theory has the potential to generate mesearch in meso and macro theory levalthis research,

the lens of improvisation antaficolage were used tstudy the social phenomenon based on the
awareness from Jazz atieeatre improvisation. Even though many musicians from Wemba and
Olomide of the DRCongo to Jackson and Béyoncé of America emerged from improvisation on

the stage (Congdvision, 2015); the current researcher argues tnébrmation System
improvisation is not to be assumed to batomatically associated with innovation and
performance. Should there be, such direahsposition may rely heavily on descriptions of
improvisation, which is termed amprovisation metaphor, and might not yield desired results.

This research argues thatprovisation alone does not necessarily generate innovative results in

the organisatiortHowever, there are other managerial dimensions tsidenfor the effectiveness

of improvisation (Thomson & Pian, 2003:79; Chelariu, Johnston& Young, 2002). The research
context reconciletformation Systenimprovisation theory with other organisational dimensions

such agxpertise, team work, culture, comanication and training. The useloformation System
improvisatonas heory provided many benefits to the s
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awareness dhterconnections and of the broader significance of data; and enabled the researcher
to seetheforest, not just a single tree.

Methodology
The nature of research dictated a mixed method where quantitative and qualitative

methodologies were used (Leedy, 1989:140). A focus group technique was used. Eight DTI Congo
full-time employees selectedcording to their level of IT awareness and

position were invited for discussion to gain a broader understanding of the research problem
(Brace, 2004:5). The outcome of the discussions informed the questionnaire sandphiag. The
targeted populationoenprised of 800 DTI Congo futime employees whlive in Brazzaville and
PointeNoire, from which sample size of N = 260 was used (Stat T@@k0). The study used
survey questionnaire to elicit information by requiring responderdaswer objective q@ions

(Brace, 2004:9). Observation technique was also applied fiotmeof field work in Brazzaville

and PointeNoire to experience what it is like when theren other alternative to register a
business but to follow the only lengthy and bureaucratiocess of traditional business
registration.

Findings and interpretation

Commitment to online business registration service adoption:
Findings reveal that DTCongo by the decree n° 983 of 18 October, 1995; delegates the tasks

of businessegistraton to the Center for Business and Administration Procedures (CFBAP) and
overseeshe promotion of @ommerce and SMEs empowerment for economic diversification and
poverty alleviation purposes. More interestingly, the CFBAP is placed under joint autifitinigy

DTl and the Ministry of SMEs. Sadly, except the DTI Congo, neither the CFBARhenbfinistry

of SMEs has a dedicated Website. Yet, the CFBAP is the only Congmesenmental agency
appointed by the DTI Congo to deal with business registratioithvaarrently is happening in

the brickandmortar process. In fact, data indicates that 74.2%esbondents agreed that an
online business registration system will enable DTI Congo togolayal role in service branding,
bring innovation and add value the product processherefore create sustained conservative
relational competitive advantage for both seryoevider and endiser.

Electronic data business integration and distribution:
Considering that currently, D@ongoeBrazzaville has poorundest andi ng of wuser 6s

concerns, it was revealdgtlat the understanding, the development and implementation of the
normative model foonline business registration for service branding could become imperative.
The reason is thatariousorganisations in CongBrazzaville engage in offline economic and
business dataollection for projection purposes. Indeed, online business registration adoption
would be themain avenue of business data collection and distribution to all stakeholdemssuch
the Ministry of SMEs, the CFBAP, the Department of Labour, taxation, the high court, the Social
Security Department, unions, the International Monetary Funds and the WorldiBaBkpnomic
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Community of Central African States and the Central Africacoriomic andMonetary
Community. This finding relates to the stualyn and objective, which wasletermine the role of
online business registration in service branding with the case o€&igoBrazzaville in mind.

E-word of mouth platform and digital marketing: The adoption of online businessgistration

at DTI Congo will become part of Knowledge Management when dealingsawtrier customers
in the context of globalised economy. Globalisation came about as a oésetionomies
throughout the world beening globally interdependent since the end ofsémond millennium of
the Christian era, and accelerated by the technological advank#erafation Communication
Technology (ICT). The effects of online business registrasiggstem will be to inundate D
Congo in an era of digital marketing, thereby promotingsfiread of eavord of mouth via social
networks. In response to increasing competition, I884Es will combine relational capabilities
to enable dynamic services that influence sernvigevatian. Thus, 79.2 % of respondents believed
that social media links such as FaceboosuTube and Twitter in the DTI Congeaemmerce
Website will enable contents marketinghere local SMEs will share their online business
registration experience.

Conclusionand recommendation

Despite the fact that online business registration improvisation might arise because of

serendipitous events in the business registration value chain; it will likely be an intentional
process involving conscyieceuwsson eascst i cofn . DT Inadtzceendg o o
by i mprovisation, the organi sat i oimplanedatdni ne b
phases will converge. Such convergence will be an ongoing process toabtarel outcome,

namely service brandireg DTI Congo. The quality of that outcome wiiifluence the organisation
andvice-versa The novelty of the outcome will highlight tishange in terms of service delivery

mode without modifying the essence of what is beéleliyvered.
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Setting the tone for African mineral channels within USAChina trade war context: A case
of CongoleseColtan
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ABSTRACTDespite president Trumpds America Fir
in the field of artificialintelligence (Al), robotics and data management innovations
hi ghlight bot Rongbede catan depabdency. 8Vbes transformed,
coltan (Colunbite-tantalite) becomes heatsistantpowder that can hold high
electrical charge; making it major component in tin@nufacture of Al devices,
robotics and data management technologies. The resqaniiiem is that the
Trump administration alleges thatetobligation on USA companies poove to
regulators that they are not involved in blood minerals is causing harm in the
wartorn Congo and threatens the national security interest of the USA. The study
objective is toassess the applicability of social dgb theory (SCT) in the
Congolese coltan supply chaifd.case study approach was adopted, grounded in
the theoretical framework of social capitaheory within buyessupplier
relationship perspectives. The nature of study dictgteditative andguantitative
methodologies; hence survey questionnaire and focus gestipiques were used.

A sample size N=74 respondents from coltan contractual organisatigrastern

DR Congo was used. Owing to the known limited number of coltan buyer and
supplier n Goma, a noiprobability purposive sampling method was employed.
This is alimitation of the study as it does not cover all coltan contractual
organisations scattered in thentire DR Congo, and alternatively excludes other
type of minerals. This study $gnificantin many ways. It positions Congolese
coltan miners in the context of the global maxkstuptions. Through the lenses of
SCT, the study advocates even wealth distribudimongst coltan supply chain
members. Further, it is a wake call for Africans and theiminerals, to refrain

from responding to the Al revolution as servants, rather as dinners.

Key words: Social Capital Theory (SCT), Coltan Distribution Channel, &#Ana Trade
War, DR Congo

1. Introduction
The USA trade war with Chinaak reached higher level as American President DoFraichp

imposes 25% tariffs on $50bn worth of Chinese goods, and China retaliatin@buitrtariffs on

key USA exports (Aljazira, 2ispr&lictionsihatecommraic ses i
development and the birth of a middle class in China waade the country toward democracy.

|l nstead, Chinads | e aveaker Weést, fpagnterden Europedry @nion ang e o f
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political dysfunction in USA. Thus, Chinamerged as an alternative moaél stability and
development. Another mispredictioni ghl i ght s USA | awmakersé doub
become technologicaliyn novati ve. I ndeed, they believe thas
dominated economisystem would run out of innotrae ideas. Instead, China learned from the

Soviet Union mistakes. The state allegedly helped Chinese companies steal ideaspuithinbt

be developed at home. Currently, China is investing in the Al, robotics angndatgement
innovations thatwilld t er mi ne t omorrowds bal ance of power

Despite president Trumpds Ameri ca Foboticsandpol i c
data management innovati ons hcoltgrhdepergidntgoltaot h US,
(Columbitetantalite) is a metallic ore found in majguantities in the DR Congo. When refined,

coltan becomes metallic tantalum, which iseatresistant powder that can hold a high electrical

charge. These properties makevital element in creating capacitptie electronic elements that

control current flownside miniature circuit boards. Tantalum capacitors are used in almost all cell
phonesjaptops, pagers and many other electronics (ABC News, 2016). To curb the coltan rush

and ensure traceability, theb@ma administration instituted the DeBrhnk Act, whichis being

threatened by President Trump.

1.1 Demise of DodeFrank Act and new dynamics in the Congolese coltan suppighain
The growing race for military superiority between USA and China is beradé tvarand high

tech companiesd objective to achiopltarebufingw cos
organisations in the eastern DR Congo. Arguably, the Boddk Wall Street Reform and
Consumer Protection Act was introduced in 2010, ogbatern fohuman rights in the waporn

Congo. Currently, the Trump administration alleges thatothiggation on USA companies to

prove to regulators that they are not involved in blodderals is causing harm in the warn

Congo and threatens the ioaial securityinterest of the USAGiven the above, the Guardian

(2017) reveals that the Trump administration draégdcutive order proposing to suspend the
DoddFrank reforms designed to prevent US@mpanies from buying minerals that are fuelling
violence in the DR Congo. Indeed, faam being a humanitarian measure, the demise of the-Dodd

Frank Act would emboldea r me d g r o u phe tragedydof thewcamimens i n t he cour
(The Heritagd~oundation, 2017).

Thus, were the draft executive orghert into effect, it would be a gifo companies wanting to do

business with the criminal$he tragedy of the commons in marketing channels starts with the fact
thatcoltanbuyerst i | i se armdés | ength strategy lendhen i nt
strategycoltan customer organisations maintain shemnn relationships with suppliers (The
Heritage Foundation, 2017). In doing so, coltan customer organisations hinder thie ftohan

marketing channels and tend to minimize dependency oplistgp while maximizing their
bargaining power.In this dyad context, opportunism, lack of relational norms, trust,
cooperativeness antbmmitment prevail and erode the sustainability of relationships between
coltan buyemnd supplier. Yet to be successinld generate sustainable competitive advantage, a
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long-term relationship between coltan buyer and supplier should rely on mutuatdmstjtment
and shared core values (Noteboom, Berger & Noorder, 2017). Owing lacthef sustainable
coltan buyersuplier relationships, Congolese coltan suppliers ltavepetitive advantage based
on product, price and promotion (Notebooemh,al, 2017).However, regulatory bodies in the
Congo request all USA and Chinese teocmpaniesrom Apple to ZTE to upgrade théanannel
performance of their electronic componsuappliers and avoid unethically mined coltarom the
above, Congol ese coltan suppl i emaketinstitutional v a | e
infrastructure are challenged in various ways. Tl @iption in thdusiness strategy of electronic
component manufacturers is to switch coltan supplMose than that, technological innovations
in the mining and electronic sectors enabdenote competitors namely Altura (Australia),
Garimpeiros (Brazil) and TantalumMining Corp (Canada) to supply coltan (Sujan, Dan &
Charles, 2018). In this informati@ye, race between USA and China, presumably, owing to high
labour cost, USAcompanies might find it difficult to subsequently source ethically minedrcolta
Hence President Trump argued that:

fiColtan compliance costs are estimated at 3 to 4 billion USD upfront, and 200

million USD per year thereafta¥ ( The Conversation, 2018).

In fact, the above explanatory statement does include something eisere$t anduindermines

evidence based on alternative facts. Arguably, the explanatory statenttemtFRiesident Trump

draft executive order highlights the unintended consequencesaxftthamely job losses and lost
livelihoods. On this point, Presideltump is right but fotthe wrong reasons, which | explain.

There are some unintended and anticipated ssmoomic consequences caused byDbdd

Frank Act reinforcement. It is argued that the act created negative effectsoomes, which

adversely a#cted indirectly healthcare accessibility thus increasing amddality by 143 %. It

was also reported that t he aitedandstrietar teguidtiosl s | an
which allowed norWestern companies (Chinese) to contBaingolese dtan channels (The
Conversation, 2018) . Agmoregedd thdnrharn@ipeh the above, w, t h
to tease outhe research problem, objective and questions stated fugbademic background

based on the underpinning theory of Social Cgpiealth creatiorand even wealth distribution

amongst supply chain members paved the vistalifenature identified components determining

the applicability of Social Capital Theo(8CT) in coltan mining, through which discussions and
statistics infeences enable thenderstanding and interpretation of the current social phenomenon.

2. Research Problem and Significance
Soci al capital pl ays an i mportant r amétweorki n eXr

relationships. However,the S@Tu bl i cati ons shar e Deotyoverfbok§ 2017)
its applicability in the coltan distribution channels. The resegrciblem is that the Trump
administration alleges that the obligation on USA compawigsove to regulators that they are

not involved in blood minerals is causing harm in wWea-torn Congo and threatens the national
security interest of the USAhe study is significant in many ways. It does not only extend existing

coltan literatureOgunseitan, 2011:1; Cannon, Mullen & Retn, 2010; Verbruggen, Francq &
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Cuvelier,2011), rather positions coltan miners in the context of the disruptors. Through the lenses
of SCT, the study advocates even wealth distribution amongst coltan supplynrainers.
Further, it is a wake up call féfricans and their minerals, to refrain framsponding to the Al
revolution as servants, rather as dinners (Dubos, 2017).

Research Objective and Questions

Considering that both disruptors (USA and China) have strategy for Africans anchitheials,
the study objective is to assess the applicability of the SCT in the Congolsesupply chain.
The above statements led to the overarching research questions
(a) what are the challenges of social capital stance in the Congolese coltan supply chain?
And
(b) which components determine the applicability of social capital theory?

3. Literature Review
The organisational literature describes the SCT as a valuable asset that stems froro access

resources made available through social relationships (Dubos, J0iE7)iteratureargues that

social capital has become an important perspective for theorising the natmenettion and
cooperation between buyer and supplier in the distribution chaAmgigably, the SCT is the sum

of the actual and potential resolsaembedded withimavailable through, and derived from the
network of buyeisupplier relationships. It @greeable that exchanges in distribution channels do

not fit neatly on a markdtierarchyc ont i nuu m, r a enfbedded hgicofrexchaagei n an
andare shaped by thetructure of buyesupplier social relations (Baron & Markman, 2017). Social

capital provides coltan suppliers and buying organisations an opportunity to create wealth in the
process and share it evenly among channel members. Howeatgprocess could tendered by

relational challenges.

4 Relational capital challenges in the Congolese coltan buysupplier relationship
There are four major relational challenges within the Congolese coltan -suyrer

relationships. The firgthallenge is related to the integration of distribution channel lmaspldce,
product, price and promoti on s tinahilitydogransferm and t
shortrun competitive advantage (CA) into a sustained competitkantagdSCA) (Baron &

Markman, 2017). However, the combination of ifien relationships and heterogeneous
resources enable organisations to overcome tttemkengesThe third challenge is the potential
opportunistic behaviour in coltan buysmpplierrelationships. Coltan customer organisations tend

to develop close relationship wittoltan suppliers in market exchange perspectives. Baron and
Markman (2017) argue that market exchange perspectives, neither supplier, nor buyer makes
special investments mantain a sustained relationship, and, therefore, none of them has difficulty

in switching to other firms.
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In tune of this, coltan distribution in the DR Congo requiigke expertise from Congolese
suppliers, who have limited alternatives and ldghbexdence on limited number of coltan buyers.
That meant coltan customerganisations in the DR Congo have more available alternatives at
low switching costscompared to coltan supplier$hat being said, opportunistic behaviour
amongst coltan buyer and slipp feeds in thdack of trust, commitment, effective cooperation,
information exchange and uncertaitgated by market disruptors. The fourth challenge is the
Congol es e c onhhility to managp efféclivelyrasd@®@mpower their sales repraseant

Coltan should ndbe perceived as a complex mineral only because of its lengthy process from the
mines tothe plants, but also as a source of complex relationships between buyer and supplier,
which should be managed efficiently in order to optintise | t an ¢ h a mamagemene mb e r s
efforts (Glaser & Strauss, 2017).

4.1Integrating Congolese coltan buyersupplier relationship into governance andsocial
capital formation
Relationships between coltan buyer and supplier are comprised of a rangeeriteléongolese

coltan distribution channel members are bound either by contractuelational governance.
Contractual governance relies on the use of formalised, ldgaliyng agreements to govern the
buyersupplier relationship, while relationgbvernance is represented through the development
of behavioural norms of flexibilitysolidarity and information sharing among coltan channel
members (Glaser & Strauss,201f)s argued that in the context of buyarpplier relationship,

the aforementioed normsshould indicate mutuality of interest and essentially prescribe
stewardshigpehaviorbetween both coltan buyer and supplier (Up Counsel, 2018).

On the other hand, sociabpital is another approach for understanding how Congolese coltan
suppliegs obtainresources that exist outside their boundaries and access the benefits of developing
closerties with their Western customer organisationBe SCT supports the idea that buyer
supplier relationship is instrumental to SCAgfowing debate betwedhe three dimensions of

the theory namely cognitive, relatonalnd st ructur al and uncert ai
environment existsCognitive dimensionrepresents shared goals and attitudes of supply chain
membersRelationaldimensionrefers to the ssets created and leveraged through relationships
rooted in trustnorms, identification and structural dimension focusing on the social structures of
coltanbuyer and supplietJncertaintyis defined as the circumstances surrounding an exchange
(environmatal uncertainty, and the performance, which cannot be easily verifiedwyer
supplier relationshipbehavioural uncertainy Demand uncertaint{linked to the predictability

of coltan buyer) andupply uncertainty(the extent of change and unpredidig of coltan
supplier) have the capacity tofluence the governance of choices in busifiedsusiness
relationships (Dubos, 2017)he possible applicability of the SCT in coltan distribution channel
has the potentials toansform CA to SCA.

4.2 Governance challenges in the Congolese coltan buysupplier relationship
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The two dimensions of buyaupplier relationships governance namely relationalcanttactual
are well documented (Griffith & Zhao, 2015). The latter emphasises ttuf fegenalised, legally
binding agreement to govern buysipplier relationships, and tiermer highlights the role of
norms of solidarity, flexibility and information flow inoltan distribution channel&elational
governancesnables coltan channel members to teflorms of behaviorthat are desirable such
as trust, flexibility and norms of solidarity, and undesirabédaviour namely opportunism.
Relational governanceaptures how coltan buyers asdppliers are challenged to manage
conflicting interests in theastern DR Congo.

Earlyfindings reveal that the first relational challenge of Congolese coltan supplienstegt@ate
placebased marketing strategy in their product, price and prombasedstrategies. Instead of
being subsequent tool of sustdfeinteractions in order to enforselt-safeguards among coltan
suppliers, relational governance in uncertain environmae@oma (eastern DR Congo) created
another challenge of hindering coltan supplfess transforming shostun CA into SCA (Griffith

et al., 2015). However, in lovlevel uncertain environment, the userefational governancés
viable and efficient method tsuccessfully govern and safeguard distribution channel members.
For example, Altura, Australian coltan supplier, utiligetational governancenorms when
dealing with stakeholders to provide customers with a revolutionary way of boyimgrals
(Altura, 2018). Distribution channel strategy excludes price haggling, massure and includes

a friendly return policy. Prior to suessful implementation of ifglicy in the channel, Altura had

to plan, build and develop infrastructures, orgargsksct and train wholesalers and resellers. That
meant copying Altura network would xpensive in terms of time, effort, commitment and
resources (product strategy), offerimedpate (price strategy) or coming up with a clever advertising
campaign (promotionatrategy) (Altura, 2018).

Relational governanctosters norms of flexibility, encourages and facilitatesataptability of
coltanbuyers and suppliers in the environment of behavioral uncertaimtiypromotes solidarity

of shared approach to problem solving in the relationstefational governancalso enforces the
norm of information exchange between chanme&mbers. Governingottan buyersupplier
relationships in this way is reported to hphevent opportunism. Opportunistic behavior is staged
when coltan customesrganisations tend to develop close relationship with coltan suppliers in
market exchangperspectives (Dubos, 201 In doing so, coltan customer organisations hinder
flows inmarketing channels and tend to minimize dependence on suppliers while maxthezing
bargaining power, avoid investing and maintaining sustained {suymalierrelationships and have

no difficulty in switching suppliers (Dubos, 2017). In that conteyportunistic behaviour
amongst coltan buyers and suppliers feeds in the lack ofd¢amstnitment, effective cooperation,
information exchange and uncertainty, whiagquires further scrutiny garding contractual
governanceManaging buyesupplier relationships under conditions of uncertainties impact on
the sustainability of the relationship. Hence, contracts are considered a key mechanism of
governing interorganisational exchange (Baron & Menan, 2017).
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A formal contractdrafted between coltan buyers and suppliers signifies that the exchange is
important tob ot h  par t i ethe extéhetdb whch detailed andi binding contractual
agreementare used to specify the roles and obligasiofithe partie ( Bar on & Mar kman
contracts incorporate the expectations and obligations of coltan buyers and sufipiettention

to contractual details engaging coltan buyers and suppliers helps enswertéat prevailing
environmentalbehavioural, demand and supply uncertainties in Gama@lanned for, along with

likely contingencies. However, inefficient contractual colthnyersupplier relationships
governance is one of the challenges of both parties in Goma.

5. Research Design antethodology
The research utilised the case study method. The objective of utilising a casaastindgology

was to create an understanding of factors hindering the applicability of the
SCT in the Congolese coltan supply chain (IPIS, 2018).

5.1 Sampling
The nature of data dictated quantitative and qualitative methodologies combined saihpie

frame included respondents from 74 coltan contractual organisations thedst#acher has
identified in Goma (IPIS, 2018). This sample frame was used forthegilot study and the final
study, and because of known limited number of coltan buyersapglier in Goma, a nen
probability purposive sampling method was employed. Thidimitation of the study as it does
not cover all coltan contractual organisas scattered ithe entire DR Congo, and alternatively
excludes other type of minerals. Coltaontractual organisations lists were obtained from local
coltan buyer and suppliglatabase in Goma, which includes firms with an extensive bugimess
businesrelationships focus.

5.2 Level of analysis
The theoretical model outlined in Figure 1 dictates the level of analysis that was ufilisaghit

of analysis was the unit to which data was assigned for hypothesis testisigistctal analysis.

The cerral research question being based on investigatinghitdenges of social capital stance

in coltan supply chain in the DR Congo; thus blwyersupplier dyadic perspective was the unit

of analysis in this studylhis approach contrasts with most emgiliaork in this area, which is
typically confined to one aspect of the dyad. After collection, data were quantified in Cape Town
into numbers via a statistical analysis package; in order to measure the statggtifiahnce of

facts and data.

5.3Survey data collection
The data was collected in Goma by means of survey questionnaire, which was mailed to

respondents. It is acknowledged that mail surveys are often associated with low reasfas)se
however, a number of procedures including liaisoredwben the researcher arshles
representative in coltan contractual organisations was established. An advaatggesiionnaire
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was to elicit information by requiring respondents to answer objegtigstions (Brace, 2004:9).

The designed questionnaicentained the demographiariables relating to firm and individual
respondent sd c¢ har a otdipat level usedcfise Likevt scaleatguably theat t h e
total number of participants contacted being 74, only 50 respontEnisleted and retoed the

survey questionnaire. Thus, the research had 67% of resgaaaselowever, despite advantages
provided by the questionnaire, this technique reveabsmain disadvantages namely a lack of
interaction with respondents and the fact tiegearcherauld only obtain answers to a question

that has been asked. To courdetthe above disadvantages of a questionnaire, focus group technic

was used in thgualitative research method.

5.4 Focus group
The rationale of using focus group meeting is that s@sigondents may have useffbrmation

that is not excised by the questions in a questionnaire, therefore inctéadiexg! of validity and
ability to compare findings. Selected in alphabetical order, gamicipants in coltan customer
organisatiorserving as the head of purchasing departraadtfive employees in the supplying
company serving as sales representative wetited. The focus group meeting was held at the
city of Goma municipality premises, order to gain a broader of research proble

5.5 Pilot study
The survey was refined through focus group meeting outcomes with the paoltamasing

executives and their suppliers in Goma. Arguably, 15 % of study populatenespilotstudied,
testing through focus group meetings helped to redime focus thdinal closedend question
survey. In the meeting, the attendees were asked to coniejaestionnaire and raise questions
where problems and ambiguities arise with wordang the questionnaire layout. The feedback
received from thenmformed the contentalidity of the measurement instrument. Changes were
made to accommodate for tleguage used. The focus group meeting was tegmarded and
last on average one aacdalf hours. The pilot testing of the questionnaire assistedaessasent

of time and cosinvolved in its completion.

5.6 Ethical considerations
A letter of consent was sent to the respondents, and ensured their confidentialpyrpidse of

the letter introduced respondents to the study objectives and also kerafs th
on the content of the questionnaire.

6. Discussions and Research Findings
Coltan buyers and suppliers in the DR Congo are governed by uncertainty, wdefinésl as

the circumstances surrounding an exchaeggifonmental uncertaintyand

the perfomance, which cannot be easily verified on bes@gpplier relationshigbehavioural
uncertainty (The Guardian, 2018Remand uncertaint{linked to thepredictability of coltan
buyer) andsupply uncertaintythe extent of change amhpredictability of calan supplier) have
the capacity to influence the governancetudices in busines®-business relationships
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(Villena, Revilla & Choi, 2011:56562).The contention of uncertainties around the
sustainability of coltan buyesupplierrelationships governaraowithin social capital perspective
is based on the conceptumbdel illustrated in Figure 2.

6.1. Basis of discussions: hypotheses (H) and propositions (P)
A hypothesised model of discussion that was tested. The nisodehtred on the premises that

coltan marketing channel strategies based on proguce and promotion create competitive
advantage for Congolese channel members irdktern DR Congo. The study had to determine
whether competitive advantage derivingm the H1P1, H2P2, H3P3 and P4t is sustainable to
(H5). Arguably, the study testadhether correlations between marketing channel strategy, social
capital theory anduncertainty (H4P4) create sustainable competitive advantage, reduce
opportunism anémpower coltan sales representativéhe DR Congo.

Hypotheses model of discussions and findings

It is argued that cognitive dimension represents bayerp p | i e rgoas, atitodes andl
strategic direction amongst coltan distribution channel mem{@ubos, 2017). However,
considerimgy that the relationship between sales representaindtheir employer in the Congolese
coltan channel is albeit difficult to maintain (Dub@817); and limiting the ability of both coltan
buyer and supplier to build relational valaecoltan buyeisupplier relationships, hypothesis 1 and
proposition 1 were drawn ad1P1: Under conditions of coltan demand, supply, behavioural
and environmental uncertainties, cognitive dimension and contractualgovernance are
positively related, thus making longterm relationshipsstronger and undermine any strategy
based on product only

H2P2: Under conditions of coltan supply uncertainty, positiverelationship between
relational dimension and contractual governancecorrelates with product price utilities
enabling evenwealth distribution amongst chain members.

The SCT supports the idea that bugapplier relationship is instrumental to sustaindhlger
supplier relationships, which generate sustainable competitive advantage. Irtocosigvive
adversari ol efflfeag sfrifaoeom the dyads andhghiar col
sustainable competitive advantage, there should be a mutual willingetessen coltan buyers
and suppliers to improve coltdistribution channels (Baron Blarkman, 2017). Thus, contractual
governance is an important factor in the developnoémsiocial capital in coltan buyeupplier
relationships. More than that, structudahension focuses on the differences of social structures
between Western buyers atiteir Congolese countgrart. Tre abovementioned differences
impact on the nature blyersupplier relationships and hinder easy flows of products, negotiation,
ownershipjnformation and promotion in distribution channels (Baron & Markman, 204353:
Under conditions of coltan demaul uncertainty, positive relationshipsbetween structural

and cognitive dimensions are stronger and promotbuyer-supplier long-term relationships

and coltan distribution sustainability.
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The contribution of cognitive, relational and structural dimensionshaping buyersupplier
relationships is documented (Baron & Markman, 2017). However, uncertaldongolese coltan

supplierdés social envi r on me nthe werkl lealingseconomies per i

and coltan buyers, holding American a@tlinesecompanies to the letter of contract through
inflexible contractual mechanism gbvernance is likely to invoke a desirable response. When

coltan buyers and suppliemsake specific investment in a relationship, they expose their assets to

a certainrisk. If one of the actors in buysupplier relationship is able to leverage a degree of
opportunistic behaviour, the actors involved may become vulnerable as the assdtavihey
deployed becomes specific to the relationship (Baron & Markman, 2017).Mdgwe

trying to prevent opportunistic behaviour through contracts would be a prefapgieach in a
disrupted environment; thus hypothesi$4P4: Relationatbased governance is positively
related to cognitivedimension under conditions of behavioural unceainty, which promotes
relationship sustainability, undermine opportunistic while empowering coltan sales
representatives.

The next section focuses on recommendations for further intellectual discourse.

7. Recommendations
Coltan mining activitiesepresent major source of income for both citizens and theddt#te

Congo; and also have the potentials to empower citizens and alleviate pdVewngver,
environmental uncertainty is debilitating to the value creation in kswyeplier relationships.
Considering the Dodérank suspension, thtte military, militia and otherdreign forces might
invade the coltan mines. From the above, followegpmmendations are formulated:
(a) USA government should continuereinforce the DoddFrank Act,Congolese gvernment
should consider removal of tax duplication of sgreduct and quantities,

(b) Coltan buying organisations should encourage and invest in training and skills

developmat of coltan miners and sellerBhere is a need for health, environmental and
sakety risk mitigation.

8. Conclusion
Coltan (Columbitetantalite) is a metallic ore found in major quantities in the DR Cormmtry

strategically rich in minerals ranged from Acathite to Zirconium. Caltemical properties make

it vital element in thenanufacturing of cell phones, laptopsgers and many other electronics.
Indeed, latest cell phone brands namely: iPhoneSamdsung, raised expectations of cell phone
users, and increased cell phone demandomsumer marketThe race to achieve low cost
competitive advantage amongst coltan buying organisatioms t he east er nheDR
tragedy of the commoas i n t he s up thé Yoddérank achwas iktreduced, from
which Social Capital plays an important rotaproving the livelihoodof coltan miners. Its
potential suspension by the Presiddmtump administration undermines human rights and
environmental concerns in the BRONgo#
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ABSTRACT

Although marketers described and measured qualiphysicalgoods, quality in services

is still largely undefined and relatively less researched. The qualfigervice, which
marketers calServiceQuality is anencompassingerm that describes the coamson of
customerb6s expectations as it relates to the <c
the service they experience with their inherent expectations of the service. Consequently,
the creation of a gap occurs when there is a mismatch between W sexpectations

and the actual service. This work undertook an exploratory research to evaluate the
Service Quality of Information Systems available at the University of KwéNathl in

relation to the customer satisfaction of diverse clientele. Thestigation employed a
mixedmethodology approach, which has the characteristics of both guantitative and
gualitative techniques towardsalyzingand interpreting the responses of participants.

The understanding of the customer perceptions has been thusinggy tools such as
guestionnaires and interviews to collect data. Results demonstastasheven user
satisfaction and dissatisfaction pattern with the various dimensions of the delivered
service, displayinghe less experienced users of Information é&ystas satisfied whilst

the more experienced users were dissatisfied. This formed the basis for the various
propositions brought forth in this paper.

Keywords
Informationsystems; Service qualitidser or CustomeQuality requirementsSoecification
Experiences; &ceptions;ExpectationsGaps,SERVQUAL; Conformance Gnformity testing

Introduction

The study is located in the discipline of Information Systems and Technology, within an institution
of higher learning that serves a multitude of custers. The sum of customers within the
institution includes all the beneficiaries of Information Systems (IS), and these are the students
of the University of KwaZulNatal (UKZN) and the university staff members. In consideration of
the fact that the surwal of anyorganizationentirely depends on the excellence of the provided
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services, the study is interested in the Service Quality of IS. The principal aim is to discover the
determinants of IS service quality as perceived by the custorSersice qualit has been widely

defined in theliterature dzy RS NJ @I NA 2dza O2y (i SEdGaod 9yfAradAay3
includes: GDu, K. & Jeffrey, J. 2004; Gronroos, 1984; Parasuraman, Zeithaml & Berry, 1985;
Zeithaml, 1987; Cronin, J. & Taylor, S. A., 19924;1Qurry, A., 1999; Curry, A., Stark, S. &
Summerhill, L., 1999; Duggan, E. W. & Reichgelt, H., 2006; Kritikos and Plexousakis, 2009;
Padayachee, ., Kotze, P. and Van der Merwe, A., 2010; Lovelock and Wirtz\Naibb, &

Mutinta, 2014) Throughthis research, UKZMill have achieved its mission to provide excellent
service.

Gronroos (1984) and Lovelock & Wirtz (2011) define service quality as a construct that measures
K2¢g YdzOK GKS RSfAOSNBER &aSNWAOS YSBafaduamak S Odza (
Zeithaml,andBerry, (1985) provided a deeper perspectiveseivice quality through the RATER
Y2RSf 6KAOK RSaONARoO0Sa aSNBAOS ljdzrftAGe Ia GKS
delivery of service and their expectations of the delivered service. Zeithaml (1987) defined service
jdz- t AGe a BYQYyadzo@nNaa | gdz@y iAGeQa 20SNItf Si
delivery. Cronin and Taylor (1992) also attempted to substantiate their view of service quality
through the SERVPERF model that discards the expectations portion in the service tuality, t
proposing it as a construct that focuses on performance only. Kritikos and Plexousakis, (2009)
provided a definition that mainly applies to software services. Their definition proposed that
service quality is a seff non-functional attributes of the antextual entities considered relevant

to the serviceclient interaction, which bear on thability of the serviceo satisfy stated or

implied needs. What the researcher gathers from the various definitions is that service quality

refers to a concept thais multrdimensional andequires aspirindgor the great value attached

G2 AG® ¢KS FNBIljdsSyid dzasS 2F (GKS @g2NR Wljdz £ Ad&c
been lost. The traditional use guality relates tosymbolizingexcellence, beauty dnigh cost.

However, this rather imprecise view of the concept is of little value. David Garvin (1984) explored

how different people perceive quality, enlisting the following quality perspectives: (1) the
transcendentabased view, (2) the produdiased wew, (3) the manufacturinggased view, (4)

the economicsased or valudased view, and (5) the useased view. Briefly, describing

DI NBAY Q& omdynv SELX 2 NB Rran§cdabehtabased viedgwhdréed O G A &S
guality is something that peoplean recognizebut not define Productbased viewstresses that

quality relates to inherent product characteristiddanufacturingbased viewconsiders quality

as conformance to specificatioBconomicsased or Valudased vieveees quality as dependent

on the amount the customer is willing to pay for derived vallibe usetbasedview defines

quality as fitness for purpose. Although quality isyachstudiedsubject in manufacturing and

service sectors, there is, however, no universally accepted defifitioit. Research indicates

that the initial interest to understand the underlying factors of quality was first applied to
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products in the manufacturing sectarhere studies were undertaken by management experts in

the 1950s (Crosby, 1979; Deming, 1986jan, 1999; and Juran, 2004). It was eventually
understood that the quality concept is subjective; hence its variable definitions. Thus, the
definition changes in each setting. Stacie Pettaal.,(2008) also believe that the varying nature
inthedescrig A 2ya 2F ASNIAOS ljdzrfAdGe Aad NR2GISR Ay (K
I 3SYSNAO GASgLIRAYG &adzOK Fa ¢gKSY NBFSNNAy3I (2
products are. However, a more useful definition of quality, both in@pctsdriven as well as

the processdrivenbusiness environment, is meeting the requirements of the customer.

As this particular study focuses on processes that sometimes require tools to provide efficient
services,whatever it takes to satisfy the cimner refers to thosecharacteristicof a good

servicethat determine whether the provided service meets the impliequirementsof

the customers. This includes the characteristics of deployed tools in order to provide intended
services to the customer3hat is, the characteristics of service processes and servicefitdals

the class of observed dimensions to provide quality service that earns customer satisfaction.
Customer satisfaction reflects the experiences and expectations that the customees hav
regardinga service or product. Furthermore, the expectations reflect both past and current
evaluations by the customer$. K S NB a S| NOKSNRa aeyikKSaira 2F (K
guality and perspectives of quality produces the service quality definition that is adequate for the

study, given the circumstantial issues of thrganizationproducing the paper. Therganzation

is servicedriven in nature. Therefored SNIIA OS ljdz- t AGeé NBFSNBR G2 GKS
SyirteqQa 208Nttt SEOStt SyOS -cliektlinteracdod hattitlass & G K S
GAGK GKS +FAY G2 SELRA&S eic&v®d dBlivary obsbriice &ufdlytheird2 v & d
expectations of the delivered service

vdzl f AGé A& GKS YIYyATSaaGlraAzy 2F O2yadzySNJ 02 YLJ
judgment is negligible to earn theatisfactionof their needs. Four out of the fivguality views

from the exploration by Garvin (1984) are relevant to this study, with the exception of the
manufacturing view, which is produoctiented. Although this is a further proof of the subjective
nature of quality, the underlying factor is meeginhe requirements of the customewith the

view of alsacallingservice quality characteristics @sality requirementsthe necessary first step

is to define the requirements in advance before focusing on the tools needed in order to meet
those requirenents. For anorganizationthat wishes to meet specific quality requirements,
whether for processesr for products,concurrentlythere needs to bespecifiedorganizational
expression of its intentions armimsregardingquality that should be produced byxecutive
management. The importance of the executive management withirorgianizationbecomes
evident in decisiormaking that is necessary during pohtyaking to drive the operations of the
institution. In a technical environment, the executive managemencludes technical
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professionals who must decide on the characteristic of needed tools at the procurement stage in
preparation to deliver the serviceh I G dzN> f t 8 X3 (GKS @g2NR WNBIjdzA NBY
specification hence, quality acquires the deifiion of conformance to specification.
Conformance usually acquires the definition of testing to see if an implementation faithfully

meets the requirements of a standard or specification. The general definition for conformance

has changed over time and $ieen refined for specific standards/en the Business Dictionary
RS&AONAOGSE GKS O2yO0OSLII WO2yF2NXIyOS (2 aidl yRI
conduct, meets the requirements of accepted practices and prescribed rules or terms of a
contract.

The two concepts that emerge as classic definitions for quality, whether in relation to the
LINE A RSR &ASNWAOSa 2N 6KS G(G22fa YySSRSR (2 LINERCL
YR WT¥ A ( y Baihithest 2ndJcode@psCommunicate the need for testing whenever
quality is of primary concern. A stronger need for testing is evident withiarganizationthat

serves a multitude of customers who habitually require tools to implement the servicasaus
departments. The term for the testing procedure is conformance testing or compliance testing.

This is a methodology used to ensure that a process, or system, or computer program meets a
defined set of standardsThe many types of testing in a commg environment may include

testing for process functions, performandeehavior, robustness, and interoperability. Although
conformance testing may include some of these tests, it has one fundamental diffegghee

criteria for conformance must appearsaa standard or specification. This is usually in a
conformance clause or conformance statement, but sometimes some of the criteria can form

part of the body in the specification. Equally, if the criteria for conformance are not specified,
thentherecan® y2 O2y F2NXI y0OS (SadAay3aed {2YS SELISNIa
evaluate the adherenceorndnRK SNBEYy OS 2F | OFYRARIU0S AYLX SYSy
5L{ MncnmMZ MppPmO P h i K@fNdEentBYSSHHAOE, Rroc@BrseFvedNdf | v O S
Fff AaLISOATASR O2yF2NXIyOS ONARGSNRALFQ oL{hkL9/
international use and has generally replaced the term conformance in ISO documents, wherein
ISO is theinternational standaresetting body composd of representatives from various
nationalstandardsorganiations 1SQs theacronym used to refer to International Organisation

for Standardisation.

Research Problem

With the existing evidence that showsN® & S NOKS NBE Q OK | indjoBofidlléhges 2 0 S
regarding forms of validating IS service quality, whether instrumental, statistical, or otherwise
(Gefen et al. 2000; Boudreau et al. 2001; and Boudreau et al. 2B@dly, there is growing

debate over the use of the RATER tool to as$8sservice quality. Critics argue that the tool is
unreliable and that its dimensionality and validity is unpredictable. Advocates argue for the
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diagnostic power of the gap between expectations and perceived delivery, while also
demonstrating empirical tability and reliability. Thus, measuring an existing gap is still
guestionable.

The aimof the study

{AyO0S (KS &adGddzReQa YIAy 3J2Ff Aa (2 RSGSN¥YAYS
community of higher education, the achievement of this asnthrough the outlined research
objectives.A personal experience of the researcher is that the approach of higher learning
institutions to gather, store and disseminate the information for the benefit of the relevant
consumers of information is often ueliable. In support to this vievather researchers suggest

that, although several systems delivery methods purport to improve IS quality, scholars have
always lamented that processes of software interventions for the improvement on quality and
delivery inlS organisations dot not obtain the necessary engagement (Duggan, 2004; Duggan and
Reichgelt, 2006; Fichman and Kemerer, 1997). Furthermore, most technology customers have
either had little or no contribution towards the technology they use. This-imbervention
contributes to ineffective usedeveloper communication (Barki and Hartwick, 1994 }his view
greater concern in the study is on students, who often become victims of poor IS service quality
or service delivery at critical times such as whesytbxpect to receive acadenriesultsbut may

be prevented from obtaining them due to ineffective IS service delivergddition to agreater
commitment to system decisions and outcomes, user involvement in systems delivery facilitates
the capture of appopriate domain expert knowledge and lessens the likelihood of usage failures
(Barki and Hartwick, 1994According to Duggan and Reichgelt (2006) institutions do not meet
the mandated service requirements because of limited ability to create revenudsefdunding

of IS programs that are vital to managing bureaucracies and serving according to the interest of
customers. This idea suggests that consumers of technology and technologists can find aspects
of commonality and shared aims that are necessarnjhfonan communication, provided there

is a shared meeting place from which mutual ideas may flow (Duggan and Reichgelt, 2006).

Research objectives

Principally there are three research objectives for the study. Associated with the three objectives

are three questions for the three stakeholders of UKZN, namely: the students, academics, and
administrators. Each stakeholder category obtains a repetition of the same three questions.
Belowis an outline of the purpose of the three objectives.

a) To determine cugsimer perceptions of information systems service quality at UKZN;

b) To ascertain existing gaps between perceptions of customers at UKZN;

As thesignificanceof the study, the intention is to examine the difference or gap in perceptions

and expectationsof I&¥a SNE> Ay NBfFGA2y G2 L{ LINRPOJARSNRQ |
similar structural views of the instrument to users and providers. Therefore, the study collected

106



SYLIANROIE S@GARSYOS 2y GKS Odzal2YS N#pertatiols.NO S LI A
¢KS aitdzReé aAaSNIISR G2 RSUSNN¥YAYS GKS 3IFLA Ay L{
staff who provide the IS service at UKZN. For the study, IS users are students, academics,
administrators; IS providers are the staff of tthepartment of Student Academic Administration

(SAA) and their supporting division bfformation & Communication Services (ICEoth

sections operate across all the five campuses of the univessisgudy on the perceptions of IS

service quality at UKZN critical as it contributes to the understanding of the perceptions and
expectations, as well as the gap between IS users and IS providers. In this view, the university and
other organizationsmay use IS service quality as a unifying marketing tool toddr & (0 dzRSy (i & !
intake. The university may use IS in its strategies of management by excellingcataditg in

perception (Landeweerd, 2013) to make students loyal, and eventually retain them so that they
adzLILI2 NI GKS dzy A S NE A GlefQd  IS{F T2 3KIaA G2 Nj dzldiamiysS a v
strategy to boost itsociceconomic value, which can add value toetsdeavorsof absolutely

becoming an institution of excellence.

Literature Review

Based on the different definitions proposed for theYer W4 SNIJA OS ljdzZr ft A& Q RA
measuring the same as well as the models underpinning the study have been presented. Some

of the scales are SERVQUAL, SERVB&ERFEIBQUAL+ (Mudhaif, S.A. 2010; Jain, S. K. and

Gupta, G. 2004). SERVQUAL is pipBlR o6& GKS O2Yo0AylF A2y 27F GK
Wijdzk t AGEQd { 9w+t 9wC F20dzaSa 2y GKS LISNF2NXI yO
LINE RdzOG 2F GKS (g2 02yO0OSLIias AdSd WASNDAOSQ |
in the lbrary environment influences LIBQUAL+.

TheSERVQUAWUodel

The SERVQUADodel containsa questionnairethat evaluatesfive genericservicedimensions

through 22 questions,evaluatingboth performanceand expectationusinga sevenpoint Likert

scale.The model evaluatesservicequality (SQ)by calculatingthe difference (or gap)between

customerperceptionsand expectations.Therefore,SQ= W t¢ @ 9where P representscustomer

perceptions of service and E represents expectations before a service is experienced

(Parasuramaret al., 1985).1f the answeris negative dissatisfactioroccurs;otherwise,a positive

valueof SQdenotesthe achievemenif excellentservice. Theequationis sometimescalledthe

Gapanalysiswhichidentifies thefollowing in each of the five dimensions of the RATER Model:

1Future state¢ i K S & LJf okg@n&ationaf Ktérest wants to be regarding the provision of

exceptional service.

1 Current situation¢ how theorganizationof interest is currently providingie service.

1 Next Actionsg how the organizationof interest will move from the current situation of service
guality to the future state.
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The RATER model is an excellent complement of the SERVQUAL which proved useful after
refinement of the SERVQUAEurthermore, after the refinement of the SERVQUAL, the 22

variables are grouped as the five service attributes or dimensions of RATER (Pitt et al., 1995, 1997,

1998).Also, RATER is an acronym from the five dimensions. ThesglaReliabilityis the ability

to perform service dependably and accurately, AZsuranceas the ability of staff to inspire
confidence and trust, (3)angiblegefer to physical facilities, equipment, and staff appearance,
(4)Empathyrefers to the extent to which caring individualizeetrvice is given, (Besponsiveness
is the willingness to help and respond to customer need.

However, SERVQUAL was accepted as the tool for measuring service quality with some criticism,
GKAOK LINAYFNARE & NBA&dz cdrigondntNPhyisshies guestonsn BGuddd A & S

the overlap among the five dimensions of the revised tool, poor predictive ability, and the
' YOATAdzzdza RSFAYAGAZY 2F (KS WSELISOGIGA2YQ
Brown, Churchill, & Peter, 199¥%an Dyke, Prybutok, & Kappelman, 1999). What displays the
Y2RSt Qa @I tdz2S T2N) 4adz02SO0A PGS AylLdzia Aa GKI G
dimensions on their relative importance.

SERVQUAL T T T T e 1
dimensions : External factors :
. influencing
Reliability ,  expectation |
i I ______ 1
Assurance Perceived
service . .
Tangibles :r N Pelcelved_ Service
. Gap Quiality
LA
Empathy Expected service
Responsiveness

Figure2: SERVQUAL or RATER R S(@Patasuraman et al.
1985)
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Figure2: SERVQUAL or RATIER R S(Patasuraman et al. 1985)

Scales used to measure Service Quality
SERVPERF

When the SERVQUAL was criticised on theoretical and measurement bases by Cronin & Taylor
(1992, 1993) they proposed an alternative measure of customer satisfaction, the SERVPERF,
which is only based on pereeid performance by the customers. SERVPERF is a performance only
adzoaSid 2F {9wxv! ! [®d LG 2yte& YSIadaNBSa Odzaid2YSN.
That is, customer expectations do not affect the SERVPERF (Parasuraman et al., 1994). The
SERVPER¥s used as eeplacementof the criticised SERVQUAL instrument. By discarding the
expectations portion in the SERVQUAL model, Cronin and Taylor (1992) attempted to justify the
SERVPEREF or performance only instrument.

L1BQUAL+

A significant initiative aapted from the SERVQUAL is the L1IBQUAL+. This achievement was
through making the considerate adjustments on the SERVQUAL to suit libraries. The Association
of Research Libraries (ARh)the US and Canada chose to undertake a project in order to
influencethe environment of scholarly communication, thus providing leadership in public and
information policy to the scholarly and higher education communities. This initiative helped to
shape a future environment that influences the interests of candidates &gsocwith a
particular organization(http://www.arl.org). LibQUAL-aimsto improvelibrary service quality,

whichis alsoa concernwithin the researcheduniversity
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Comparison of the Service Quality Scales

Although the difference between the basic operations of the SERVPERF and SERQUAL is not so
great, there is no clear agreement as to which one is superigiudhaif (2010) believes that an

ideal service quality scale needs to be diagnostically strongfey managers with ideas for
corrective actions if quality shortfalls have been selected. Although empirical studies evaluating
validity, reliability, and methodological soundness of service quality scales point to the
superiority of the SERVPERF scadjiagnostic ability has not been empirically confirmed. This

is in addition to the discovery of the deficiency of the SERVPERF scale as a diagnostic tool. The
SERVQUAL scale was considered to outperform the SERVPERF, due to its superiority in
pinpointing areas for managerial interventions in the event of service quality shortfalis (Al
Hudhaif, S.A. 2010; Jain, S. K. and Gupta, G. 2004). If the aim is to identify areas of service quality
shortfalls for possible intervention by managers, then the SERVQUEklistavoredbecause of

its superior diagnostic powéKettinger and Lee, 1997; Parasuraman et al., 1985; Pitt et al., 1997;
Watson et al., 1998)Hence, the SERVQUAL model is chosen for this sRetyardless of
observed differences in the tools,caitical success factdor a successful measuring tool is user
involvement (Davis, 1999). The SERVQUAL model offers a suitable conceptual frame for the
research and service quality measurement in the service sector. Hence, a number of researchers
suggested te SERVQUALnweasurenformation Systems Service Quality (Davis, 1999; Kettinger
and Lee, 1994, 1995, 1997; Pitt et al., 1995). Finally, the authors concluded that expectations at
the beginning of the course are often different from the recollection qfestations at the end

of the experience. They were also of the view that the reconstruction of earlier expectations is
influenced by the strength of the experience. Therefore, it seems experiences have to be made
remarkable in a positive way in order fdrem last for longer in memory.

Application of SERVQUAL in libraries
Libraries are essentially learnimgganizationsstimulating academic and research activities by

providing access to information resources. Traditionally, measurement of the succesy of

library is in terms of the size of its collection, staff, and budget (Colleen, Heath, & Thompson,
2000). Currently, the libraries need to go beyond the traditional modes of assessments and apply
marketing techniques for understanding customer requirensgWicks, A. M., & Roethlein, C. J.,

2009). Services deliveoyganizations/ SSR (12 F20dza 2y (GKS Odzad2YSNA
their primary objective is to satisfy the customers. Furthermore, the success of an establishment
depends on customefdudgmentof the quality of provided products or services by the service
personnel in libraries (Colleen, Heath, & Thompson, 2001), particularly because service quality is

the measure of how well the products or services delivered meet the expectaticustfmers.

According to the authors, among the laws of library science, particularly Ranganathan's fourth

f | BaveWThe Time of the Realer 6 KA OK A YLX AOAGE & F20dzaSa 2y
ASNIAOSa TFTNRY Odzai2 Y SNE Qthrad§hNegificigtOohtalad$es, self dzI £ A G
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instructive signal guides, knowledgeable staff, proper shelving, &reer records, and good
documentation service (Wicks, A. M., & Roethlein, C. J., 2009). Obtaining information quickly is
the main concern of library @ss (Saravanan, R. & Rao, K. S. P., 2007). Knowledgeable staff
provides seamless access to information, regardless of format and whether the user is in the
library or at a remote location (Zeithaml V. A., Bitner M. J., Gremler D. D., 2006). That is, the
viewpoints expressed by Colleen, Heath, & Thompson (2001). The SERVQUAL baseuayser
carried out by the libraries reveal the validity of the instrument to measure service quality in
library settings. The studies varied from testing a single servigel(eer-LibrarylLoan) totest

the whole range of library services. Use of the SERVQUAL instrument was in academic, public and
special libraries. As viewed by customers in some studiesietiability emerged aghe most
important dimensionReliabilityreceived the most negative score. The second most important
dimension,responsivenes$iad the second most negative score. Other dimensions, which also
had significant negative scores, wemmpathyandtangibles An attribute that achieved the least
negative score was ssurance

Research methodology

This section discusses research design, data collection, population and sampling, and data
analysis used for this research.

As part of a bigger study, this particular article focuses on only two research questions. Attempts
aimed to show the difference or gaps within the students, acaderammadministrators. Service
quality gaps are then validated against perceptions of &eprovider population within the
university. Data concerning research variabke® collected using primary and secondary
research methods, literature review, questionnaire, anddapth interviews to obtain
guantitative and qualitative datalhe particudr study is based on the mixed approach. However,
the framework does not provide solutions to problems. Instead, it offers the theoretical
underpinning for understanding the set of procedures applied to a specific case. It encompasses
concepts such as reaech design, target population, sampling procedure, sample size, data
collection instruments and data analysis procedures. Creswell (2003) is in agreement with Kothari
(2004) in suggesting that the dictated roadmap leads to obtaining answers to rese@stings.

Design of research tools

Qualitative analysis leads to rich data that gives axdpth picture. Qualitative analysis is
particularly useful for exploringow andwhy particularbehaviorsoccur. In the conduction of

this particulannvestigation, which is a case study at UKBB use of the secondary quantitative
phase of study served to examine the phenomenon in a more generalizable fashion. Thereatfter,
the information helped to amend research tools towards the development of gpate survey
instruments to collect empirical data during a subsequent major st@lyantitative data is
analyzedwith a range of statistical techniques that include Excel documents and graphs to show
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the data patterns. Other phenomena that are not obwsbu numerical in nature may be
examined using quantitative methods, such as the opinions of groups of people about a particular
element of their lives. In this view, the method used in the investigation involved the use of
guestionnairesthat asked resealt participants to express their relative agreement with
statements on a fivgoint psychometric response scale, i.e. thi&ert scale. The scales enabled
direct translation of statements of opinion into numerical data. A further sessiontefviews
wasundertaken,a means for collection ahore data toassistthe clarity of issues.

Target population

The study is located at the University of KwaAuatal (UKZN) in the discipline of Information
Systems and Technology, which magpscializedise of hformation Systems (IS) across the five
university campuses. The study involves the three university stakeholders, namely: students,
academic staff, and administrative staff. The three stakeholders are the customers of UKZN who
are consumers of the IS sa® provided by UKZN. The study investigates the perceptions and
expectations of the customers regarding the quality of the delivered IS service in the university
and the gaps between perceptions and expectations in each stakeholder category as well as the
gaps between perceptions and expectations across stakeholders.

Sampling method and sampling size

Convenience sampling technique is employed to determine the study sample. In this method the
researcher has the freedom to choose staff who are willing tdigipate in the survey; hence,
GKS GSNYXY aO02y@SYyASyOS al YL Ay3aéd | f 6K2dzaAK (KS
run on all five campuses of the university, the data for the exploratory research is drawn from
where the researcher is locatedtin the university, i.e. in the Westville campus. The researcher
took time to move across the various sections of the university campus to consult staff and
students to participate in the survey. The researchased participant selection upon a variety

of criteria that include capacity and willingness to participate in the research or specialist
knowledge of the research issue becausame participants are most likely to contribute
appropriate data, both in terms of relevance and depth of the factorsigfrest to the study.
Hence, those participants are selected for the interviews. However, some participants who may
be willing to undergo interviews may not be able to provide sufficiently rich data; hence, they are
not selected to form part of the study.

During the determination of the sample size, including participants falepth interviews and
guestionnaires, the Human Resource Office of UKZN is contacted to determine the most recent
record of the populationAlthough the distribution of questionnas may have been more
random, the selection of interview candidates summed up to sixteen, withpangcipant opting

for exclusion very early from the study, thus leaving fifteen,theee administrative staff, two
academic staff, and ten studentBhe® ten student participants had been selected from diverse
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undergraduate levels in order to promote a diversification of customer views. Four additional
participants were drawn from sections of IS providers, i.e. two from the department of Student
Academic Administration (SAA) and two from the supporting division loformation &
Communication Services (ICS). The purpose to include these four additional participants from the
provider sections had been to corroborate the views of the customers. However,otlre f
provider participants also left the study quite early, particularly on being requested to sign the
consent form, which provided space for participant name and signaflteough the informed
consentserves to provide the participants with sufficiently detailed information on the study, so
that they can make an informed, voluntary and rational decision to participate, the physical form
signed by each participant and the information given by the redear about the purpose of
study may negatively affect the willingness of some participants. Although it is not desirable to
deceive participants through hiding important elements of thdormed consent form, a
researcher needs to strategize in order taioteract the negative repercussions of the required
transparency.

Techniqgues of data collection and analysis

As the approach of the study is both qualitative and quantitative towards analytically interpreting
the responses of participants, the qualitative technique appeared easier compared to the
guantitative one. Quantitative techniques of analysis, whaltvaysuse mathematical and
statistical methods to produce numerical data were introduced to participants simultaneously
with the informed consenform. Allowing time to sign the consent form also gave the researcher
the opportunity to initiate a discussion tarange the interview sessiof.he goal had been to
draw on the unique strengths of each approach to proad®mpleteunderstandingiot possible
when using only one approachhe later use ofjuantitative techniques to data initially obtained
through intaviews served as arattempt to avoid the risk of making personal opinions of
participants to be imprecisé hisleadthe researcher to return to the data set to find a variable
that captures a particulaconcernand then incorporated it into the analysis particular,
gualitative techniques helped toapture an irdepth understanding of the detailed reasons for
the particularbehaviorof participants.The final report includes information on the association
between perceptions and expectations of parteips with regard to the various dimensions of
research interestln combination, the two components provide greater insight than a single one
alone, with the quantitative phase providing generalizability and the qualitative phase giving
context to the firdings.

Limitations

In pointing a possibility, the case study nature of this research may introduce a limitation, as all
issues are specific to the UKZN campus from where the participants were drawn; thus, the results
may not be generalizable. In this vigwhe external validity of the study may have been
compromised by the sample design.
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Findings and Analysis

Although the fifteen participants of the study were from two broad categories, i.e. staff and
students, which formed a wide range of age group from less than twemnéyyears to sixty years,
they were also suldlivided into smaller categories. The analysfighis work was less rigorous
because the initial motivation was mainly to refine the data collection tools in order to get a
general sense of the applicability and validity of research tools in preparation feutisequent
main study data collectionFor the questionnaires data, the summed item responses created
scores for groups of items. In the less rigorous qualitative thematic analytic response analysis,
the themes became the categories for analy3ise purpose of using a qualitative data method
was to capture the detailed reasons for particulaehaviorsof participants in depth.The
gualitative technique also servetb avoid the risk of making opinions of participants to be
imprecise.Table 4 displays the age of participants and their percentagelst Figure 3 shows
the same participant numbers and percentages graphically.

Important service quality determinants to customers

On generally reviewing the various dimensions of service quality, participants highlighted
particular determinants as MBS A YL NI Fyid GKFIYy 208KSNE RAR® ¢K
choice of important service quality determinants:

{ SNDAOS LINPOPARSNRA AYyGSNBaid G2 KStLI Odzaidi2YSN
5SLISYRFoAfAGE 2F aSNI_syOsbility of SeNiZeA ptoiderLiNgErambt® S NI &
O2yFARSYOS Ay Odzad2YSNEX / dzad 2 Y SNIhdvid@diks&lg 27T
FGGSydAz2y 3IABSYy (2 OdzaAG2YSNAR o6& LINRJARSNE /d
services, Providers' alilié (2 &aK2g¢ |y dzyRSNARGIYRAY3 27F Od
willingness and availability to help customers.

Age Numper of Percentage Numbers of participants and their percentages
group participants of 20
participants 25
<2lyrs 2 13.3% 20
15
21-25 4 26.7% 10
yrs 5
0 0
26-30 2 13.3% <21yrs21-25 26-30 31-40 41-45 46-50 51-55 56-60
yrs yrs yrs yrs yrs yrs yrs yrs
31-40 4 26.7% Number of participants
yrs Percentage of participants
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41-45 2 13.3% Figure 1: Graphic demographic profile of th
yrs participants

46-50 0 0.0%

yrs

51-55 1 6.7%

yrs

56-60 0 0.0%

yrs

Total 15 100%

Table 1: Demographic profile of tt
participants

Results demonstratedn uneven user satisfaction amlissatisfaction pattern with the various
dimensions of the delivered service. The uneven pattern didpks/ experienced users of IS as
satisfied with UKZN service quality whilst users that are more experienced show dissatisfaction.
A characteristic thahelps users to be less dependent on service support is computer efficiency,
which when reviewed through a statement gave the participants an opportunity to rate
themselvesasexcellent, very good, good, averagedbelow averageTable Gand Figure 4 have

the main categories of participants showing how they rated themselves in computer proficiency.
In addition to a response omission by the staff category of participants, the computer efficiency
ratings also include an interesting observation that staff rated themselves as good, despite
another important observation that both staff and students did not rate themselves as below
average in the use of computers. Nonetheless,dherageandexcellentcharacteristics were still
lower than expected.

Participati Number Percenta| Computer Proficiency

ng of ge % % % % % %
university participa < Averag Good Very Excelle Omitte
stakehold nts averag e good nt d

ers e

Staff 5 33% 0 6.6 0.000 13.3F 13.33% 0.00%
Students 10 67% 0 133 6.6M6 26.6P0 13.33% 6.67%
Total 15 100 0 20.000 6.6 40.00% 26.6806 6.67%0

Table 3: Main categories of participants displaying how they rated themselves in con
proficiency
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Computer proficiency of participants

70
60
50
40
30
20
10

Total Omitted % Excellent % Very good % Good % Average % Below
percentages average

Computer proficiency of staff Computer proficiency of students

Figure 4: Proficiency of customers in the use of computers

Table 6 displays the views of participants regarding the performance of the various service quality
determinants, wherein the views are related to a performance statement and thus grouped as
strongly agree, agree, uncertain/not applicaldésagreeandstrongly disagreeThe responses of
customers firsthappearas a total before the separation of the same responses into data for staff
and for students. Thereafter, the graphical representation of all the responses displays existing
patterns within the data.

Participant Total Categories of Categories of Total of
responses number | participant participant percentages|

of numbers response

responses percentages

Staff Students| Staff Students| Staff +
Students

Strongly agree 18 3 15 16.67% 83.33% | 100%
Agree 62 19 43 30.65% 69.35% | 100%
Uncertain/not 29 10 19 34.48% 65.52% | 100%
applicable
Disagree 34 14 20 41.18% 58.82% | 100%
Strongly disagree 6 3 3 50.00% 50.00% | 100%

¢FoftS nyYy {GFFF YR a0dzZRSYyiaQ NBaLRyas

In relation to some important service quality determinants and across participant categories,

there is agreement that indicates poor performance. Whilst staff are dissatisfied (16.67% and
30.65%), there is generally a larger proportion of students (83.88&069.35%) who display
satisfaction with service quality determinants. Students also display a relatively larger portion
OcpPpwir0 2F 0SAYy3I dzy OSNIFAY 6AGK ALISOATFTAO LISN

116



ascribed to their diverse study levelghich may change as their skill eloquence advances. The
staff proportion of uncertainty is ascribed to lack of involvement in specific computing services.

Performanceof various
service quality determinants

90
80
70
60
50

40

30

o | o il )
. . |

Total number of  Staff responses Students' responsés of staff responses % of students'
responses responses

m Stongly agree mAgree m Uncertain/not applicable m Disagree m Strongly disagree

Figure 5: Performance of various service quality determinants
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Consumer
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Perceived (
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| GAP 4
Service delivery, (inCluding | —
(AP pre and post contacts) Exter.naI.
communications
Marketer GAP 3 to the consumer

Translation of
perceptions into service

i

b3 Management perceptions

of the consumer

Figure2Y D! t &ParRsSramén et al. 1985)

SERVQUAL as a reliable tool

The emergence of SERVQUAL as a reliable tool, despite criticisms, was followed by its increased
ability to catch the attention of researchers and senacganizationsin 1990s SERVQUBdsed
research studies were also found in other sernvacganizationghat include libraries. The tool

was already in its revised version containing 22 variables, which are grouped into five service
dimensions (Pittet al., 1995, 1997, 1998). Among the studies that used this instrument to
measure service quality, as well poof of SERVQUAL model as the best model to measure
service quality in customébcused service sectors, the researcher appreciates the academic
similarity between the proven effectiveness of the LIBQUAL+ version of SERVQUAL used in
libraries and the higer learning environment where this research originates. The support for the
SERVQUAL model that includes its use by hotel executives during decision making when catering
for unpredictable guests is enough reason to consider using it in a service envitbtimaé
makesspecializedise of information through computers.
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A computerinformation Systen(lS)is asystemcomposed of people and computers that process

or interpretinformation. An Information System is a set of interrelated components that collect,
manipulate, store, and disseminate data and information, as well as provide a feedback
mechanism to meet an objective (Stair, R.M. & Reynolds, G.W. (201#he IS department
computasare used tointegrate business processes and information technology solutions to
meet the information needs of therganization Operations of IS departments make use of wide
variety of information systems to handbeganizationakervice delivery proases. Naturally, the
various types of information systems incluglansaction processing systentgcision support
systemsknowledge management systenisarning management systendatabase
management systems, as well as office information systemsc&iti most information systems

are information technologies, which are typically designed to enable humans to perform tasks
for which the human brain is not well suited, such as handling large amounts of information that
include complex calculations whever necessary, as well as controlling many simultaneous
processeslInformation Technologys the application of computers ani&lecommunications
equipment to store, retrieve, transmit and manipulate data, often in the context of a business
(Stair, R.M. & &nolds, G.W. (2014)nformation technologies always serve as an operable
resource to executives and staff of computing departments.

Comparing definitions of Service Quality

The perspective of concept originators and perspective in ISO documents
Servie qualitymeans relating the superiority of the service with the judgment of a person and

clarified as involving evaluations of the outcome of what the customer actually receives from the
service and the process of the service act (i.e. the manner in which sesvidelivered)g
Parasuraman, Zeithaml, and Berry (1988).

Table 2: Service Quality Dimensions and their descriptions

Service Quiality Description

Dimension

Reliability The ability to perform the service dependably, consistently
accurately

Assurance The knowledge and courtesy of employees and their ability to co
trust and confidence

Tangibles The physical evidence of service including physical facilities
appearanceof personnel, tools, and equipment used to provide {
service

Empathy Carirg, individualized attention to its customers.

Responsiveness The willingness to help customers and provide prompt service.

Table 2: (Parasuraman, Zeithaml, and Befr3988)
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The perspectivef Service Quality in ISO documents

As defined in 1S€9126, (2001) Service Quality is viewed as having two broad classes of
characteristics; namely, external and internal characteristics. Each class of the main
characteristics has six swfasses, and eactubclasshas its own chiletlass. e table below
provides suggestions by Steve McConnell (2004). He believes that external characteristics are
those characteristics that a user of the software product is awareaof,experience and enjoy.

Although the difference between these two softmeacharacteristics is not completely cleaut,

the belief is that at some level, internal characteristics affect external characteratidsnternal

quality has a direct effect on external quality (Steve McConnell, 2004)in each chileclass of
chaacteristics, compliance is used similarly to conformance, which implies that it may be tested.
Private companies thatpecializean a particular service can carry out conformance testing. In
some instances, the vendor maintains ashwuse department foconducting conformance tests

prior to the initial release of the facility, or its upgrade. For instance, in the software industry,
after the completion of the set of tests wherein a program complies with all the applicable
standards, the program can be asitised as having been certified by tlreganizationthat
defined the standards and conducted the tests. Generally, excellent service to customers is the
primary goal of servicerganizations as it is the ability of the service provider to deliver the
promised service. This suggests thataganizatiorthat provides a service must ensure that the
quality of the provided service conforms or complies with the specifications of the customers.
Parasuraman, Zeithaml & Berf985) originally defined service lgf A G & | & WGiKS
RAAZONBLI yOe o0Si6SSy O0dzadi2YSNI SELISOGIGAz2ya |y
the comparison of what customers expect before they begin to consume the service to
experience actual delivery. This is according tovlev of marketing professionals who were
motivated to consider quality during the service provision (Cronin & Tay@®2, 1994; Rust R.T.

& Oliver R.L. Eds., 1994; Kotler & Fox, 1995; avdrGuos, C, 2007)The implication is that a
service providewho knows what the customers expect is better able to offer them an enjoyable
experience. Therefore, service providers need to make an effort to discover the expectations of
0KS Odzad2YSNER Ay 2NRSN) (2 Syadz2NBS GKIFG GKS@& YS

¢ »

Quality management principles in ISO documents

Quality management standards obtain their base on seven quality management prin€ples.

of the definitions of a principle is that it is a basic belief, theory or rule that has a major influence

on the manner of doig which something is done. Quality management principles are a set of
fundamental beliefs, norms, ruleandvalues that are accepted as true and can be used as a basis

to manage quality. The quality management principles can serve towards a foundatgods

the improvement in performance of aarganization They were developed and updated by
AYOSNY I GA2y Il SELISNIA 2F L{hk¢/ wmMTcI H6KAOK A&
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guality management standards. Each quality management principle bas lhyers of
description, namely:

Statement Description of the principle

Rationale Explanation of why the principle is important for tbeganization

Key benefits Examples of benefits associated with the principle

Actions to take Examples of typicalctions to improve the NH | y A perfdrmaicg @QtiEen
applying the principleA summary of the sequence of principles d@neseven for managing
quality follows: (1) Customer focus, (2) Leadership, (3) Engagement of people, (4) Process
approach, (5) Imprement, (6) Evidencbased decisiomaking, (7) Relationship management.
Although the principles do not necessarily follow a list in the order of priority, it is important to
mention that the relative importance of each principle varies frorganizationto organization

and any particular order can change over time. However, the paper does not plan to untangle all
the principles, but only details the important components of the Quality Management Principle
1 as highlighted above, i.€ustomer Focugo dispgay key issues of customer serviédthough

the arrangement of principles is not necessarily in the order of priority, it is important to mention
that the relative importance of each principle varies fronganizationto organizationand any
particular oder can change over time.

Quality Management Principle :1Customerfocus

Statement This refers to the primary focus of quality management is to meet customer
requirements and to strive to exceed customer expectations.

Rationale This refers to the achievement of sustained success whemganizatiomattracts and
retains the confidence of customers and other interested parties. Every aspect of customer
interaction provides an opportunity to create more value for the customer. Wstdeding
current and future needs of customers anther interested partiexontribute to the sustained
success of therganization

Key benefitsThese includencreased customer value, increased customer satisfaction, improved
customer loyalty, enharexl repeat business, enhanced reputation of thrganization expanded
customer base, and increased revenue and market share.

Actions to take According toQuality Management Principlg, the highlighted actions to take
include the following

Recognize direct and indirect customers as those who receive value froongaeization

' YRSNEGFYR Odzad2YSNARQ OdzZNNBYyd FyR Fdzi dzNBE Yy R
Linkthe2 NBIF yA2b6880yR@Sa (2 Odzali2YSNBRQ ySSRa IyR S
Communicate customer needs aeglpectations throughout therganization

tfFys>S RS&AAIYI RSOSt 2L LINRPRdIzOS:E RSEAOGSNI I yR
expectations
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Measure and monitor customer satisfaction and take appropriate actions

Determine and take actions on interestddl NIiA $4Q ySSR&a |yR SELISOGI
customer satisfaction

Actively manage relationships with customers to achieve sustained success

Comparison between thgerspectiveof concept originators and perspective in ISO documents
Generally, the service quality characteristics outlined by the concept originators are more
appealing to customers while the characteristics outlined in the ISO documents focus more on
developers of service environments. However, there are some overlapsebe the two
perspectives. For example, everthé wording ofthe description of thaeliability characteristic

is slighthydifferentin each of the two perspectives, it is typically similar.

ISO characteristics and principles that are appropriatehfigrstudy

The characteristics and principles addressedQumlity Management Principle a&f the 1SO
documents are appropriate for this study because they condense the important features of a
serviceoriented business, which relies on the happiness dflientele for sustainabilityQuality
Management Principle hlso dictates the necessary actions to ensure that employees of a
serviceoriented business are not without ideas on how to promote excellence. Although the
paper has no intention to discuss #ik quality management principles, it is noted ti@uality
Management Principle@ S NA NBFSNByYy OS (2 GKS fSIRSNBKALI 2°
other important service quality characteristics suggested by Witold Suryn, Alain Abran & Claude
Lgoorte, (2002) appear in Table 3, immhesionconcisionand simplicity Furthermore, ensuring

the success of a business to master the requirements of quality management happens through
following structured policies towards a service delivery plan, wHiatther displays the
significant role played bgxecutivemanagement irorganizationabperations.

)

2\ \7
S

Fiqure3: PDCA improvement cvcle (DemiBdwards

A brief description of the PD@Aprovement cycle

The researcher has chosen focus on the description of service processes rather than products.
Thus, the four phases of this cycle are sure to moverganizationtowards excellent services.

The phases includPLANG A business establiseethe objectives and processes necessary to
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deliver results in accordance with the expected outf@c A business implements the plan, and
SESOdziSa G(KS LINROSaaod LG taz O2fttSOGa RFGE 7T
steps.CHECKA business compares the actual result against the expected result to figure out the
differences.ACT/ ADJUST After comparing result, a business takes corrective actions on
significant differences between actual and expected results. In this step, the business analyses

the differences to determine their root causes, then determines where to apply changes that wil
include improvement of the process.

CONCLUSION AND RECOMMENDATIONS

As suggested by Puneet Manchanda, Sungjoon Nam and Pradeep K. Chintagisnts, ¥u
(2007, Word of mouth (WoM) is a great way to reach new customers, but it is an even better
way to lose them. Manchanda (2007) further suggests that since bad news is more contagious
than good news, it is important to get service delivery right the first time. In additenmvjce
quality directly affects usage intentions and user satisfaction wih gystem, which, iturn,

affect the net benefits produced by the system (Sepahvand, R. & Arefnezhad, M., RDtR).
University ofKkwaZuldNatal,the lessexperienced users of IS are often new customers such as
new students, who are mostly targets ofoM (Yu L., 2007;ibai B., Muller E., & Peres R., 2013

The experienced users of IS are often old customers that may include senior students and staff
members. This latter group is mainly targeted through writterganizationaladverts and
announcementsYu L., 2007L.ibai B., Muller E., & Peres R., 20Ihe use of both WoM and
written organizationahnnouncements can reach out to all customers of dihganization

In view of the closer distance between company owner and customers, Bra@@® \whois

the chairman of the board of th#&/oM Marketing Associatioand chief operating officer of Keller

Fay Grou (i.e. an awarelwvinning WoM research and consulting compag¥glieves that small
organisations have a huge advantage over large ones in Woldetirag. He attributes his claim

to the opportunity that customers of smallesrganizationsenjoy acloser relationship with
management. Thus, management may find it easier to customize the offered services.
Extrapolating from this belief, supervisors imgdper organizationssuch as the University of
KwaZuluNatal, who in terms of immediacy relations with customers play a similar role with
managers of smalleprganizations can also customize the offered services within their bigger
organizations This stragégy would serve well to personalize attention for the customers.
Consequently, the same strategy will raise the level of customer satisfaction, particularly if the
ddzLISNIAa2NB STFAOASYyGte O2ygSe O0dzali2YSNEBQ SEL
GKS Odzai2YSNERQ gAftAyaIySaa (xid dayGapRGaRyy o6 SK
Gap 4 and Gap 5 of the model by Parasuraman et al (1985) through initially closing Gap 1.
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After the study collected data on the perceptions and expectetiof university customers to
determine existing differences among the groups of importance, the operations of closely linked
departments [i.e. IS providers, who are the staff of thepartment of Student Academic
Administration (SAA) and their supportidgvision ofiInformation & Communication Services
(ICS)}he observation indicated a lesser connection than expedBadh sections operate across

all the five campuses of the university, but their functionatigemsdivorced from each other,
even if the CS department provides the needed technical expertise throughtthe. collected

data evidenced some interaction between the two sections, particularly during the critical times
such as when student results may be due for release.

The degree of independ¢mperation between the two sections appeared nstandard, as this
discovery became clear during interview sessions. There were instances that compelled the
researcher to associate with one or two particular sectional representatives within each entire
section, as the majority were less interested to answer questions that relate to functions of a
potentially linked section to which they do not belong. In particular cases, sectional
representatives were very vocal about the level of being overwhelmed amdlated with duties
simply because they are the only ones to whom univensitye queries are directed. In their
personal capacity, they felt that the procedure of operations is an abuse to their disposition to
be willing to take responsibilities, which noe else is prepared to take, nor interested to learn.

In conclusion, the leadership of the institution needs to ensure that there are existing policies
developed to serve as a monitoring tool. Such policies must also ensure equity in the distribution
of work. Occurrences of customer disappointments may be less if the criteria to deploy staff in
particular key sections is relatively uniform. Although this does not advocate for duplication of
skills, it has the ability to prevent complaints from customel®werceive neglect by less keen
sectional representatives. Furthermore, this may also enable easy substitution of staff and
alleviate unequal distribution of workload to employes.
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