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EXECUTIVE SUMMARY
This report provides an analysis of how business executives, leaders, managers and entrepreneurs
engage external information as basis to support their day-to-day business decisions. The report is
commissioned to examine the decisions of business leaders relating to the usage of external
information to solve complex business challenges, their relationship & experiences with external
information and their perspectives on the usage of external information to guide internal business
decisions. The research draws attention to the fact that COVID-19 has resulted in a major shift in
terms of how people in general make decisions about spend, health, finance, goods and services
etc. which in turn has forced businesses to challenge their current thinking forcing them to look for
other perspectives. It is undeniable that information is vital for the survival of businesses provided it
helps in the decision-making process.
With so much uncertainty across the globe, many business executives, leaders and entrepreneurs
are looking for resolution to this uncertainty. There are many questions to be answered, many are
looking for facts, figures, statistics, best practice share, knowledge that can be gained either through
studies, communication, research, instructions, factual data etc. This information is required to aid in
decision making and policy making by key decision makers such as executives, leaders and
managers.
The global pandemic has resulted in a great and urgent need for access and availability of
information. Besides the production of books, documents, articles, reports, there are various other
uses of information, such as:
•
•
•
•
•

Various leaders use information to do their jobs more effectively and efficiently.
Information helps in management of talent, marketing, finance etc.
Stimulation of one’s thought process.
Information help business leaders to get well informed with the current advancements in
their industries and keeps them up to date.
Information helps in identifying the gaps/opportunities in the respective industries and to
identify the problems to be explored.

This research is a compilation of a series of virtual interviews with business executives, leaders and
entrepreneurs from across the African continent. The duration of the interviews was between 30-45
minutes hosted via Zoom and Microsoft Teams over a period of 2 weeks in January 2021. The
objective for using virtual interviews is to allow the researcher to observe the interviewees as they
shared their experiences and perspectives, build relationships and drive dialogue between the
interviewer and the interviewee.
We cannot deny the fact that COVID-19 has exposed a great number of vulnerabilities which have
led to companies that were always perceived as being market leaders shutting their operations,
some reduced the size of their operations and many businesses have found themselves tapping
into external sources of information from experts across the globe to find ways of weathering the
COVID-19 storm.
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1. COMPANY OVERVIEW
Unlimited Experiences SA (www.theunlimitedco.com) is South Africa’s first 100% black
owned customer experience management consultancy, based in the city of Cape Town in
the township of Philippi. The company is founded by Mandisa Makubalo, an experienced
business leader and management consultant in the discipline of customer experience
management, strategic thinking, business continuity planning and change management.
Her previous corporate and client-focused experience has elevated the business results
and operations of leading companies in multiple industries across South Africa. She is
known for her nurturing leadership style, collaborative nature and ability to think
strategically.

She is the:
•
•
•
•
•
•
•
•

Founding Member of the Women in Customer Experience Community
Advisory Board Member for the 2021 Customer Experience Evolution Africa Forum
Expert Advisor for the 2020 Akro Capital Accelerator Programme sponsored by
Imvelo Venture and Cell C
Panel Member for the 2021 UK Customer Experience Stars
A judge for the 2020 International Customer Experience Awards
Content Contributor for the Lionesses of Africa movement of over 900k women
business owners across Africa
Panel Member for the Global Interactive Conversations hosted by CX Centric
Board Member at Hope Africa Collective

Mandisa is also a change and transformation leader who dedicates her time engaging
youth from historically disadvantaged communities on topics relating to professionalism,
critical thinking and problem-solving. She has worked with brands such as Naspers Labs,
Umuzi and Hope Africa Collective in empowering the youth in the townships of South
Africa.
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2. INTERVIEWEE ANALYSIS
The interviewee analysis provides the reader with an understanding of the participants that
took part in the research study.

INTERVIEWEE GENDER ANALYSIS

Female
54%

Male
46%

INTERVIEWEE COUNTRY ANALYSIS
Sub
Saharan
Africa
10%

Africa
40%

South Africa
50%

Sub-Saharan Africa is, geographically and ethnoculturally, the area of the continent of Africa that lies south of
the Sahara. It is a region that groups all the countries located south of the Sahara Desert, a large area with
over countries with a rich and diverse culture.
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INTERVIEWEE INDUSTRY ANALYSIS
Aviation
20%

Financial
Services
30%

Social Impact
10%

Consulting
10%
Public Sector
10%

Retail
20%

INTERVIEWEE ROLE ANALYSIS
Entrepreneur
10%

Exco
19%

HOD
20%
Management
51%

HOD = Head of Department
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3. EXTERNAL INFORMATION
UTILISATION
In this section we seek to understand how much internal business decisions are guided by
external information, how often the interviewee refers to outside sources of information,
what informs their decision when deciding on information sources, what are some of the
challenges they encounter with accessing information and in what format they consume
information.

0%

10%

20%

30%

40%

FREQUENCY

NEVER

AD-HOC

PROJECT
BASED

SELDOM

REGULARLY

Most of the interviewees indicated to referring to external sources of information in support
project work with a preference of a combination of inside and outside perspectives to
ensure that decisions were representative of their respective industries. It was refreshing to
see that none of the interviewees never uses external information. For those interviewees
who indicated to using external information on an ad-hoc basis and seldom indicated that it
was due to the respective organizational cultures that do not embrace the power of external
information. These organizations were quite rigid in their way of thinking and the culture
wasn’t one that displayed the maturity required in embracing external sources of
information. These business leaders knew how much power can be unlocked through
external information but were stifled by these organizations.
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PREFERRED INFORMATION CHANNELS
Blogs

Industry Reports

Webinars

Podcasts

Professional Network Books

Academic Research

Academic
Research
5%
Professional Books
5%
Network
5%

Podcasts
30%

Blogs
20%

Industry
Reports
30%
Webinars
5%

The most preferred channels for information were industry reports and podcasts as
indicated above. Some of the trusted institutions were Gartner, CXPA, PwC and thought
leaders’ names that were mentioned were Ian Golding, Debbie Akwara, Matt Watkinson,
Jonathan Daniels and Clare Muscutt, Mandisa Makubalo. According to the interviewees
this was due to the thought leader’s ability to think disruptively, futuristic and showing indepth thought leadership. Blogs were the next trusted source of information, again the
interviewees expressed their trust in the thought leadership behind the blogs and the
practicality associated with the information.
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COUNTRY PREFERENCE
Both

National

International

20%
30%

50%

When asked about their country preference in terms of information sources the majority of
the interviewees indicated that they used information sources that were available at a
national level meaning if they are based in South Africa, they would solely use information
from South African sources. 30% of the interviewees indicated that they used information
from international sources, and this was due to the fact that their companies had a global
footprint and the last group indicated that they to use information from both national and
international sources for benchmarking and to identify trends at a global level. A
combination of Eurocentric and Afrocentric was another preference whilst leaning more
towards Afrocentric.

INFORMATION CONSUMPTION
PREFERENCE
Kindle
20%

Audio
10%

Visual
20%

Online
20%
Audio &
Visual
30%
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4. TOP CHALLENGES
Like any other business executive, leader or manager there are a number of internal
challenges encountered on a day-to-day basis. Whether it is relating to people, processes,
customers, stakeholders, peers etc., when we spoke to our interviewees, we couldn’t be
further from the truth. There was great alignment and synergy in terms of the business
challenges experienced by each of the leaders and managers.

The feeling across the group displayed great frustration as a result of the lack of buy in from
business executives and the organizational culture that is yet to reach the maturity required
to embrace the power of external information. There was a feeling that some organizations
do not have the necessary internal skillset required to process external information whilst
some indicated that certain organizational structures were not designed in a way that
facilitates information sharing and some organizational cultures were quite bureaucratic.
There was little room for one to make decisions on their own which displays lack of trust
and immaturity.
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5. INFORMATION ATTRIBUTES
When asked about the attributes of the information the interviewees preferred, the below is
what they had to say. Applicability and the how up to date the information is, was very
important to them. Some indicated that certain reports were outdated by the time they are
published which is why they preferred podcasts and webinars as these proved to be rather
practical, current and very relevant allowing them to ask questions unlike when reading a
report. Some of the interviewees appreciated perspectives from though leaders as these
proved to be more futuristic and some of these thought leaders were appreciated because
of their ability to interrogate information. The thought leaders mentioned above are seen as
trailblazers and innovators.
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6. CONCLUSION
With the internet embedded in every area of our day-to-day lives, changing the way we
interact with others, anyone failing to keep abreast of the radical changes taking place
across the globe is losing out on immense opportunities. COVID-19 has unquestionably
turned our existence upside down, revolutionizing communication to the extent that the
internet is now our most preferred medium of sourcing and accessing information. In almost
everything we do we use the internet, today we can read information from one end of the
world to the other in a matter of seconds, business leaders can find solutions to complex
business challenges in seconds.

Whilst this is the reality it is important for every professional, thought leader, expert, guru,
specialist to ensure that the quality of information and insights shared with their audience is
representative of the dynamics and nuances of the respective group. Engaging in such a
study can open up immense opportunities for thought leaders especially if the goal is to
make a difference, add value, support business, build relationships and shift. There is an
investment required from each leader, this investment relates to spending more time
listening, engaging and having conversations with the people we want to serve and support.
Yes, the internet has been embedded in every aspect of our day-to-day lives, yet we are
still part of a global community that requires intentional virtual conversations allowing
thought leaders to not only gather insights but to experience the emotions associated with
the insights.
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Connect with the Writer of this report via the following platforms:

LinkedIn: https://www.linkedin.com/in/mandisa-makubalo-9b180b6b/
Visit our website on: https://www.theunlimitedco.com
Contact us via email on: experience@theunlimitedco.com
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