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ABSTRACT 

In recent decades, smartphones have grown in popularity. Their growth has left the trail 

of indisputable proof of both improving and disrupting the workplace. Studies also suggest 

that users may develop addictions at work, which is caused by smartphone applications 

and the way they constantly increase user engagement. While good smartphone usage 

has beneficial impacts, bad usage has a negative impact on job efficiency in a business.  

The selected service-based business has implemented the usage of smartphones in the 

workplace to facilitate communication and access to current business platforms to 

improve service delivery. However, it is unclear how smartphones are managed at the 

workplace to ensure that they fulfil their primary function. It is a management responsibility 

to figure out how much time is wasted, owing to a lack of mechanisms to track smartphone 

usage. Smartphones have made corporate management much more complicated 

because managers have to manage, not only production but also the additional 

distractions that might stymie production if not properly controlled. It is unclear whether 

implementing smartphone etiquette in service-based businesses could serve as a guide 

for managing smartphones in the workplace. The smartphone conundrum in the 

workplace, warrants to be investigated to ascertain the extent of use, the impact on 

productivity and profitability. And finally, to address approaches to manage the 

smartphones in the workplace. As a result, this study aimed to investigate if the adoption 

of specific smartphone etiquette approaches that can be used to improve productivity and 

profitability in service-based business. The case of the National Botanical Garden in 

Pietermaritzburg, South Africa.  

This study adopted the interpretivism paradigm as a philosophical guide to understand 

the views of the participants. The study employed the qualitative research approach to 

deeply understand the phenomenon of the smartphones in service-based businesses. A 

case study research design was used as the architectural backbone of the research to 

enhance the correctness of the findings. The target population of the study was the 

customer service employees of the selected service-based business. A sample of 267 

was drawn from the 1,000 in the study population through purposive and convenience 

sampling techniques. Semi-structured interviews and focus groups were used to collect 

data from 199 customer services respondents. Thematic analysis was used to analyse 
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data. The findings of the study revealed that smartphones have a high negative impact 

towards productivity and profitability in service-based business. This signified the 

importance of adopting the ‘smartphone etiquette approaches’ to manage the 

smartphones in the workplace. The findings of this study are valuable to service-based 

business managers as a basis for improving employees and business performance. The 

company's main goal is to increase its profit margins. Management can improve its 

performance by focusing on some elements that have a beneficial impact on a company's 

profitability, such as productivity through proper management of smartphone use in the 

workplace and reducing time used on non-work-related activities. This research is a 

significant step forward in comprehending the difficulties surrounding the influence of 

smartphones on business productivity and profitability in South Africa.  
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CHAPTER ONE 

INTRODUCTION AND BACKGROUND 

1.1 Introduction  

Smartphones have become more popular in recent decades. According to Montag, 

Baszkiewicz, Sariyska, Lachmann, Andone, Trendafilov, Eibes, and Markowetz (2015), 

there is undeniable evidence that smartphones both improve and disrupt people's work 

lives. The findings also point to the possibility of users becoming addicted at work. The 

applications on smartphones, and the way they boost user engagement at all times, 

cause addiction. According to Montag et al. (2015) and Wajcman (2017), technology and 

communication methods have improved in inconceivable ways all over the world. These 

advancements changed the way people communicate in the workplace and in general. 

As enablers, smartphones are at the heart of workplace communication strategies. 

Workers utilise their smartphones to convey work-related information and access the 

internet (Kruger, Juhasz, Saunders, Misevich, Duan, and Heyblom, 2018). According to 

Mullan and Wajcman (2017), global pervasive connectivity blurs the lines that separate 

business and personal life. Employees can work from anywhere with the help of their 

smartphones. However, it is unknown how the use of smartphones in the workplace 

affects employee profitability and productivity. The way employees' work performance 

has altered, as technology has advanced, leaves a lot to be desired. Mullan and Wajcman 

(2017) go on to say that while smartphones have evolved from their original purpose, they 

are still used as computing devices by employees all over the world. Smartphones make 

it possible for people to stay connected and productive, both at work and at home. It 

improves convenience by providing simple access to information regardless of location. 

Smartphones were created for personal use, but organisations began to enable them in 

the workplace as a crucial platform for internal and external interactions (Nestian, Tită, 

and Turnea, 2020). Because of their computational capacity and connectivity, 

smartphones are favoured for advancing work activities. According to a 2011 Google 

study, one out of every three people around the world would rather sacrifice television 

than part with their smartphones, which have become similar to car keys in terms of 

importance. Employees struggle to leave their homes without their smartphones, 
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according to Nestian et al. (2020), because it helps them generate knowledge faster and 

maintain a competitive edge in the workplace. Smartphones, like any other technology, 

have advantages and disadvantages. They allow for immediate communication, and they 

keep people informed (Kalavar and Swinehart, 2018). The value of smartphones in the 

office is frequently harmed by information overload, which has a negative impact on 

productivity. This information overload affects both professional and personal information 

at the same time, posing issues in terms of etiquette, performance, and production 

(Kalavar and Swinehart, 2018). 

Businesses in South Africa are not immune to the growing usage of modern technological 

tools. Smartphones have progressively gained in popularity as a means of professional 

communication for both strategic and operational purposes. They are utilised to bridge 

the gap between businesses and consumers, as well as to lessen reliance on older phone 

models. The distinction between work-related and non-work-related smartphone use, on 

the other hand, remains unknown. The rate of smartphone adoption in service-based 

businesses is understudied. The impact of smartphone etiquette on productivity and 

profitability in a service-based organisation is investigated in this study.  

The research begins with the study's background, which sets the tone for the questions 

that the study will address. It is followed by a research problem statement, which provides 

the reader with thorough knowledge of the research inquiry. It is then followed by the 

purpose of the research. This chapter's structure comprises of study objectives and 

questions and connecting the two to guarantee the study doesn't stray from its main goals. 

This includes the study's importance and rationale in the academic and corporate 

communities. This is followed by a brief literature review, which unpacks significant 

literature from various authors pertinent to the subject. The study also comprises a 

research methodology, which serves as a map for how the investigation was carried out, 

and the study's limits. 

1.2 Background 

The chosen service-based business has been in operation for over a century, and has a 

track record of providing excellent service. The study's chosen business falls under the 

tourism industry as the primary business. Despite having a long history of business, they 
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only became well-known around 1994. This was owing to the adoption of a democratic 

and inclusive country that allowed more people to participate in all aspects of the 

economy. This is reflected in the country's booming tourism industry (South African 

Government, 2020). Despite the fact that the business has a lengthy history in the service 

sector, it nevertheless faces challenges that are brought by the changes of technology to 

stay competitive. The business has adopted the use of smartphones in the workplace to 

facilitate communication and access to current business platforms to improve service 

delivery (Nestian et al., 2020). This is a growing trend in South African businesses to 

respond to the changing technological macro-environment. According to GSMA (2020), 

Sub-Saharan Africa’s smartphone adoption will continue to rise for individuals and 

businesses. In Sub-Saharan Africa, Vodacom and MTN launched their 5G networks 

before the end of 2020. This was to enhance the connectivity of businesses and homes. 

This has accelerated the speed of the adoption of smartphones in the workplace. The 

adoption of smartphones and other mobile technologies generated nearly 10% of GDP in 

Africa in 2019. The contribution is expected to rise beyond expectations since the 

adoption of smartphones has shown positive contributions towards business productivity. 

The world's migration to digital platforms, forced by the 4th industrial revolution, has been 

further accelerated by the impact of COVID-19. This makes it impossible for any business 

to operate against the digital wave of smartphones and mobile technology. Adopting any 

technology does not automatically translate to optimum outcomes. 

However, using a smartphone necessitates multitasking, which reduces focus, speed, 

and accuracy to some extent, "Smartphones may affect performance cognitively" 

(Kalavar and Swinehart, 2018: 224). It is well acknowledged how smartphones assist 

employees in streamlining their job and increasing productivity. However, it is unclear how 

smartphones are managed in the workplace to ensure that they fulfil their primary 

function. It is still a management problem to figure out how much time is wasted owing to 

a lack of mechanisms to track smartphone usage. Smartphones have made corporate 

management much more complicated because managers now have to manage, not only 

production but also the additional distractions that might stymie production if not properly 

controlled. It is unclear whether implementing smartphone etiquette in the workplace can 
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serve as a guide for managing smartphones in the workplace. As a result, this study 

investigates the impact of smartphone etiquette on productivity and profitability among 

customer service employees’ in the service-based business. 

 

1.3 Research Problem 

Employee contact relies heavily on workplace communication. It is a communication hub 

that allows companies to share information with their staff and clients. Communication 

became faster and easier because of technological improvements and the introduction of 

telephones, which subsequently evolved into smartphones (Kruger et al., 2018). 

According to Kalavar and Swinehart (2018), 55.6 per cent of people admitted to using 

their smartphones during work hours in a 2010 survey of 439 people, and 49.2 per cent 

admitted to sending text messages, sending emails, browsing social networking sites, 

and internet surfing while working, and 7.3 per cent admitted that their smartphones have 

an unwanted influence on their work production. Poor smartphone etiquette, and 

excessive use, can result in decreased concentration, decision-making, performance, 

and profitability (Kalavar and Swinehart, 2018). Service-based companies are bound by 

the inseparable nature of the service-customer relationship, which necessitates complete 

focus. The extent to which smartphones are used and how they affect performance and 

profitability is uncertain. The management of smartphones in the workplace is a challenge 

for the selected company's management. There are no clear management policies in 

place to help with the administration of these devices. Although numerous studies have 

been conducted on the influence of smartphones in the workplace, none have been 

completed to assist managers in managing smartphone usage. Effective smartphone 

etiquette has never been considered a viable strategy for managing smartphone usage. 

Discussions with several senior managers from the selected service-based business 

validated the use of mobile technology and the challenges that managers encounter in 

managing the use of smartphones in this service-based business. 

 

1.4 Aim of the Study 

This research looks into the most effective smartphone etiquette strategies that can help 

a service-based business in Pietermaritzburg to improve its performance and profitability. 
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1.4.1 Research Objectives 

i. To establish the extent of smartphone usage by senior managers and customer 

service staff in a service-based business. 

ii. To examine the perceived impact of smartphone usage on productivity and 

profitability in the workplace by customer service unit. 

iii. To investigate whether the adoption of specific smartphone etiquette approaches 

can be used to improve production and profitability in the selected service-based 

business. 

iv. To examine literature on the extent of smartphone usage in the workplace. 

v. To examine literature on the positive and negative impacts of smartphone usage 

in the workplace. 

1.4.2 Research Questions 

i. What is the extent of the use of smartphones by senior managers and customer 

service staff in a service-based business? 

ii. What is the perceived impact of smartphone usage on productivity and profitability 

in the workplace by customer service unit? 

iii. Can the adoption of specific smartphone etiquette approaches be used to improve 

production and profitability in service-based business? 

1.5 Significance of the Study 

Smartphones have become a vital component of human life in the twenty-first century. It 

is critical that service-based organisations employ smartphone etiquette as a guideline to 

prevent smartphone abuse in their operations. This study is the first of its type, to the best 

of the researcher's knowledge, to focus on the influence of smartphones on productivity 

in a service-based enterprise. This sheds light on the extent to which smartphones have 

impacted the workplace. It might help managers create practical guidelines for managing 

the successful use of smartphones in service-based businesses. 

1.6 Justification for the Study 

To maintain perfection, the inseparable service-customer relationship necessitates a 

sensitive approach. This necessitates a high level of concentration and minimal 
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distraction. Because there is minimal existing information on the subject under 

examination, doing in-depth research is the best way to determine the level of smartphone 

distractions in a service-based organisation. If this research is not conducted, the impact 

of smartphones on service-based businesses would be unclear, and the potential to 

bridge the knowledge gap will be lost. 

 

1.7 PRELIMINARY LITERATURE REVIEW 

1.7.1 Introduction 

This study looks into the adoption of workplace smartphone etiquette as well as the 

growth of mobile technology in the workplace. According to GSMA (2020), by the end of 

2019, half of the world's population was using smartphones and the internet. This was 

caused by the lower prices of smartphones as compared to personal computers, among 

other factors. Mongardini and Radzikowski (2020), state that smartphone sales still 

outperform personal computers. Although the smartphone market is declining in 

comparison to its previous statistics, it is still above personal computers. This is because 

connectivity through smartphones has become much more than a choice for businesses 

to keep productivity levels high in the workplace. Workplaces have transformed in the 

past 10 years. This has been caused by the changes in customer trends across the globe. 

One of the recent customer trends has been the growth of digital communication, which 

helps businesses interact with customers.  

This has increased the speed at which businesses get insights into customer preferences. 

The second trend has been the growth of the adoption of smartphone usage as a 

business communication tool. This has enabled businesses to reduce their reliance on 

static personal computers for customer engagement activities and to advance the use of 

smartphones due to their portability (Melumad and Meyer, 2020). Adopting new 

technology in the workplace has its challenges. Smartphone usage in service-based 

businesses can be a management challenge. Smartphones have a lot of applications that 

can be used for both business and personal amusement. These applications are what 

could enhance or decrease the level of production in the business. As a result, the goal 
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of this study was to figure out how smartphones affect the production and profitability of 

the service-based business. The study's research questions will serve as a prism through 

which the literature will be sorted, investigated, analysed, summarised, and presented. 

The literature begins by sketching a timeline of smartphone development and how they 

vary from cell phones. The next step is to explore the South African smartphone sector 

as well as the global setting. Following that is an explanation of the study's core concepts. 

Experts' perspectives on smartphone etiquette are explored. This literature review 

examines the impact of smartphones on performance and profitability in a service-based 

business. The importance of smartphone etiquette in the workplace is discussed towards 

the end of this section. 

1.7.2 Journey of the Smartphone 

The smartphone, according to Tehseena Essack (2015), evolved from the mobile phone. 

Martin Cooper created the first mobile phone in 1973, which weighed one kilogram. It was 

commercialised in 1983, and voicemail and text messaging were added in 1986 and 

1992, respectively. The smartphone was created when cellular phones and mobile 

computing were combined. The first smartphone (IBM Simon) was released in 1993, and 

it included basic computing functions such as calendars, emails, and address books in 

addition to the standard functionality of any cell phone. Smartphones gained internet 

connectivity in 1996, and the first picture was sent by smartphones in 1997. (Essack, 

2015). Smartphones surpassed personal digital assistants as a competitor in 2004. 

(Essack, 2015) In 2007, after the advancement of additional smartphone functions, 

smartphones were used by more than half of the world's population (Essack, 2015). 

According to Essack (2015), smartphone innovation was increased in 2008 with the 

advent of touchscreens and other computer capabilities never seen before. 

It is critical to clarify the difference between a cell phone and a smartphone to direct 

subsequent discussions and establish connections about how they function in the 

workplace. A cell phone is a wireless mobile device that has two frequencies: one for 

talking and one for listening. Towers transmit signals to cell phones. Modern cell phones 

(smartphones) allow users to explore a wide range of features like applications, 

multimedia, emails, electronic cameras, voice recorders, computer games, health 
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sensors, GPS navigation, and a variety of other work-related and social-based software. 

All cell phones with such processing capabilities are referred to be smartphones, whereas 

those that do not are referred to as feature phones. Smartphones' impact on the 

workplace, like that of many other technological advancements, has yet to be fully 

appreciated to the point where they are employed as a traditional work-based 

communication media (Chmielarz, 2020). 

1.7.3 Smartphone Industry- Global Context 

According to GMSA (2020), smartphones continue to be the fastest-growing technology 

in the world. There are over 5.2 billion mobile subscribers across the world, with a 

penetration rate of 67 per cent. Smartphones had an adoption rate of 75 per cent in 2019 

and are expected to reach 80 per cent by 2025. There are more than 7.1 billion 

smartphone connections in the world. This is due to more than two-thirds of the world 

population being subscribed to smartphone services. This is further attributed to the 

infrastructure development that allows access to mobile internet services in developing 

countries. North America has the highest adoption rate of smartphones in the world with 

83 per cent, while other continents are averaging between 67 per cent and 76 per cent. 

However, Sub-Saharan Africa has an adoption rate of 45 per cent and is expected to 

grow to 67 per cent in 2025 due to government investments in technological infrastructure 

developments. MTN and Vodacom have already advanced their 5G services across the 

continent. According to Ijumba (2016), mobile phones have reached market maturity, and 

a fall was projected in both first world and third world countries as per 

Telecommunications Union predictions. This was verified by the GSMA Intelligence as 

the drop in 2017 was recorded. However, according to GSMA Intelligence, penetration 

growth was still at 99 per cent in 2015 and was expected to surpass 100 per cent in 2020. 

Mongardini and Radzikowski (2020:8) state that the smartphone market has declined 

since 2016, and that the global market is saturated. This resulted in a negative “global 

merchandise trade” in 2019. As people take longer to replace their smartphones, with a 

minimum of a two-year cycle, the sales of smartphones will continue to decline in 

comparison to their past performance. However, this does not mean adoption is not 

growing. Smartphones are still growing faster than other technologies in the world. 
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1.7.4 Smartphone Industry- South African Context 

South Africa opened its doors to business and trade in 1994 following its independence 

from the previous administration, and part of it was the introduction of wireless 

technology. The Global System for Mobile Communication Technology was adopted by 

South Africa. This acceptance ushered in a revolution and widened the telecoms sector. 

MTN and Vodacom were granted licenses by the South African government in 2001, 

followed by Cell C as a mobile network provider for the country (Ijumba, 2016). The South 

African mobile phone business has undergone considerable transformation and 

expansion in the nearly three decades since mobile networks were introduced. According 

to Ijumba (2016), the rate of mobile phone penetration in the market topped 100 per cent. 

Furthermore, this can be linked to the low-cost sim cards and prepaid mobile phone plans 

available to South Africans. South Africa leads the African continent in the number of 

homes with multiple mobile phones. According to Essack (2015), 78 per cent of South 

Africans would be unable to leave their houses without their smartphones. 51 per cent of 

South Africans use mobile applications and are dependent on their smartphones. The 

smartphone's reliance on users was supposed to increase uptake. This led to the 

increased use of smartphones at work (Essack, 2015). 

In the year 2017, the South African mobile communication sector hit a tipping point. 

Smartphones have become the most widely used business and personal communication 

devices. As a result, feature phones have fallen further down the food chain. South 

Africans are among the world's most frequent smartphone users. Businesses and 

customers in South Africa have fully converted to a world driven by data, high levels of 

connectivity with social networks, and other apps that keep people engaged. South 

Africans have reached a point where they are thought to be overly reliant on their 

smartphones (Arun Abraham, 2017). 

1.7.5 Smartphone Features 

The properties of smartphones that enable them to be one of the instruments used in 

workplaces are discussed in the following section. Smartphones, like other gadgets, have 

hardware and software. Smartphones have applications (apps) and operating systems 

(Android, IOS, and Windows). The smartphone's operation is controlled by the operating 
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system (Essack, 2015). Everything you can touch on a smartphone is included in the 

hardware features. The hardware of a smartphone is important, but the software is what 

allows it to function. For the unified function of the smartphone, applications, on the other 

hand, function through software and software through hardware (Rahima et al., 2016). 

1.7.6 The Use of Smartphones  

Smartphones are used at home, in public transportation, and at work. The use is mostly 

for personal and professional objectives. According to Essack (2015), 44 per cent of 

smartphones are used for personal purposes, four per cent for business, and 52 per cent 

are used for both business and personal purposes. In South Africa, the majority of 

individuals use their smartphone at home, while the other percentage uses them at work 

(Rahima, Safina, Khenga, Abasa, and Alia, 2016). These figures are important for this 

study because they will inform future debates on why individuals use their smartphones 

at work. 

1.7.7 Types of Smartphone Applications 

Instant communication through messaging, emails, and social networks as well as 

navigation, media, shopping, file management, books, financial management, health and 

fitness management, information analysis, planning, and entertainment are all examples 

of smartphone applications (Rahima et al., 2016). For many people, a smartphone is a 

helpful tool because of these applications. 

 

1.7.8 Smartphones and Productivity 

According to Sauermann (2016), productivity is the rate at which input is transformed into 

output. Employee productivity relates to outputs like service and sales in relation to inputs 

like the number of hours spent to generate. The ability of an organisation to integrate all 

resource inputs to enable efficient goal achievement is referred to as organisational 

productivity. Smartphones are utilised in the workplace to increase productivity. They are 

frequently integrated with desktop apps to allow employees to keep working even when 

they are not in the office (Sauermann, 2016). With the advancement of information 

technology, even the most basic tasks like scheduling meetings and accessing emails 
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have become commonplace as a supplement to desktops and laptops in order to increase 

productivity. Because smartphones are portable, employees may access them at any 

time, and companies can take advantage of this to maintain continuous production. 

Smartphones are only significant if they increase workplace productivity (Essack, 2015). 

Smartphones can help with productivity to some extent, but they can also induce 

overload. Due to a lack of management and policy on smartphone etiquette in the 

workplace, smartphones have been observed to induce distraction and diminish 

productivity (Sauermann, 2016). Essack goes on to say that the large number of 

employees who use smartphones has a negative impact on the company’s performance. 

 

1.7.9 Smartphones and Profitability 

According to Malackaniová (2016), profitability is made from two terms, “profit” and 

“ability”. The term profit refers to the amount of money left over after all expenses have 

been deducted. The term ability refers to a company's ability to make profits through its 

operations. It is also regarded as the investment's ability to generate a profit from its use. 

According to Sauermann (2016), the use of smartphones is important for businesses. 

However, managing mobile applications (apps) is more complicated than it was when 

mobile phones were first introduced. Internet-based technologies, such as social media, 

have the potential to transform the workplace. Smartphone access to corporate 

information is becoming more popular. To be profitable, businesses across the world must 

align themselves with the current smartphone trends. 

According to Nestian et al. (2020), employees can cooperate and connect with customers 

more easily through the integration of smartphones, laptops, and tablets with other apps. 

Smartphones can give employees access to company resources and allow them to be 

productive even when they are not in the office, which eliminates location barriers.  Mobile 

connectivity among employees facilitates easy communication and speedy transactions. 

This contributes to the company's efficiency and profitability. The management of 

smartphone use in the workplace remains a difficult problem for managers. The amount 

of time lost due to the use of smartphones for non-work-related activities cannot be 

calculated, and the necessity for smartphone management policies to govern smartphone 

etiquette remains a worry for company leaders. 
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1.7.10 Etiquette  

In both social and professional settings, etiquette is seen as a standard method of doing 

things that are typically associated with respect for others. Etiquette is defined by 

Anunciaço, Hayashi, Abib, Batista (2016) as the customary code that persons, who desire 

to fit or belong in a given group or association, must follow and subscribe to all norms and 

regulations that are related to behaviour. In the workplace, smartphone etiquette has yet 

to be firmly defined, and nothing is known about how it is controlled. As a result, enforcing 

smartphone etiquette in the workplace is challenging without managements adoption of 

smartphone etiquette to govern the usage of smartphones for work-related activities. 

1.7.11 Experts Perspective on Etiquette   

According to Anunciaço et al. (2016), etiquette books are frequently a general source of 

information about a society's current social norms. These texts presuppose that 

individuals wish to act in a proper manner. Books assist people in re-creating their social 

relationships and developing behavioural competence in accordance with those 

relationships. There were over 1,000 books on the subject of business etiquette at the 

time of this investigation. Some of the books have chapters dedicated to business 

telephone etiquette. There is no shortage of content on worldwide business etiquette, yet 

there is a scarcity of material on African business etiquette. People's opinions about what 

is appropriate and expected behaviour in a given situation are referred to as social norms. 

These books fail to explain how smartphones are controlled in the workplace to guarantee 

that they promote productivity. 

1.8 CONCEPTUAL FRAMEWORK 

Within the context of research, it is critical to comprehend the following two terms, concept 

and framework. Adom, Hussein, and Agyem (2018), state that, defining a concept would 

be unfair because it is very susceptible to various meanings and interpretations in various 

settings. Adom et al. (2018), further highlight that those definitions have both critics and 

proponents. However, the concept might be understood as a "complex mental articulation 

of experience" or as a component of a theory that expresses the abstract ideas within the 

theory. A framework for research is defined by Adom et al. (2018) as a blueprint that leads 
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1.8.1 Technology Experts’ Perspective of Smartphones 

The following debate will focus on mobile technology and is based on several experts 

from the Pew Research Centre: Internet and Technology regarding the positive and 

negative aspects of digital life. 

 Positive perspectives 

According to Pew Research Center (2018), smartphones improve several aspects of life. 

Smartphones revolutionised people's daily lives when they were first introduced to the 

internet. Louis Rossetto (2018), digital technology is an intrinsic element of every area of 

existence. Mike Liebhold (2018) agrees that using smartphones and the internet 

increases other elements of one's well-being, including health, social relationships, 

commerce, and finance. According to William Schrader (2018), smartphones improve 

private conversations with business contacts throughout the world, and commercial and 

social activities are done online. Paul Saffo (2018) agrees with Schrader and adds that 

digital connectedness has become as necessary as breathing. According to Dewayne 

Hendricks (2018), digital life connects people and guarantees financial security, which 

was never feasible 30 years ago. Michael Rogers (2018) agrees that wireless digital 

connections make it significantly easier for employees to conduct their jobs. According to 

Hal Varian (2018), smartphones have improved communication by allowing people to 

communicate in different parts of the world through translation applications. According to 

Olugbenga Adesida (2018), mobile payment transactions account for more than 40 per 

cent of Kenya's and Zimbabwe's gross domestic product. He goes on to say that in many 

countries, education is given through mobile applications. Companies utilise smartphone 

applications to conduct training to ensure that all employees have access to study 

material. Bill Lehr (2018) points out that smartphones are not only valuable as a 

communication tool, but also as a memory device, providing immediate access to all of 

the information that is commonly needed, particularly by the elderly. The above 

conversation among many technology industry experts, agrees on the importance of 

smartphones in the workplace and human's lives. However, none of the experts mention 

the managerial implications of smartphone use at work. The border between personal 

and professional use of smartphones is still hazy. 
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 Negative perspectives 

Even if few professionals complain about the digital world, Pew Research Center (2018) 

points out that mobile technology has harmed some people in interactions. This statement 

is supported by experts including Anderson and Rainie (2018). According to David Ellis, 

Ph.D. (2018), the use of smartphones has an important impact on work since it causes 

people to lose attention due to the phone's addictive nature. According to Anderson and 

Rainie (2018), mobile technology has not improved communication and connectivity as 

expected. There are many technological advantages, yet it frequently slows progress and 

allows people to accomplish less. People find it difficult to stay concentrated on one task 

until it is completed without being distracted by their smartphones. Mark Glaser (2018) 

posits that smartphones are necessary for communication and connection, but they have 

caused people to operate in silos and to be always interested in what is occurring 

elsewhere rather than where they are. People have become inseparable from their 

phones, and they are gradually becoming a workplace distraction. According to Golumbia 

(2018), smartphones would be better if they were used for what they were created for: to 

improve lives as facilitators. However, they have devolved into a destructive instrument 

that diverts people's attention away from what matters. Golumbia goes on to say that the 

argument for banning the use of smartphones in the workplace might incite animosity, 

despite the obvious negative consequences. According to Massingham (2018), 

smartphones are contributing to a decrease in human engagement. Professional and 

social connections are the foundations of all enterprises, and smartphones are slowly 

eroding the latter. Smith (2018) claims that mobile technology promised to make people's 

lives easier while also allowing them the freedom to explore the new vistas that 

technology has opened up. The reality is that people spend disproportionately more time 

online than they do on deadlines. 

1.9 RESEARCH METHODOLOGY  

This section begins by defining the segment's core concepts, research and methodology. 

According to Igwenagu (2016), research is defined as a systematic, empirical, and 

expository exploration of situation, guided by theory about the presumed links among 

such situation in various sources. It is also when scientific approach is used to tackle a 
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problem systematically. According to Olanike (2016), a methodology is a plan that 

researchers employ to govern how their research will be carried out. There is a distinction 

between methodology and methods. "Research methodology is linked to the theoretical 

framework," whereas "methods are data gathering procedures." Olanike (2016: 80) 

This section served as a road map for how the research was carried out. The goal was to 

see if implementing smartphone etiquette may help service-based businesses increase 

production and profitability. 

1.9.1 Research Approach 

Quantitative, qualitative, and mixed methodological research approaches are the three 

main research approaches. Before justifying which technique will be used in this study, it 

is critical to first comprehend these three major approaches. Numerical data and statistics 

are used in the quantitative approach. It is a deductive method that focusses on 

constructing and testing a theory or hypothesis (Essack, 2015). This form of research, 

according to Olanike (2016), uses statistical and measurable data. Mixed methods 

research is a type of research that blends the two primary methodologies into a one study. 

It collects data through a variety of approaches. Non-numerical data is used in the 

qualitative method. It is an inductive method that focusses on formulating a theory using 

data analysis (Olanike, 2016). 

To achieve its goals, this study used a qualitative technique. The qualitative approach 

was chosen since it allows for more in-depth knowledge of the underlying problem and 

cannot be generalised (Ijumba, 2016). The researcher is pushed to explain and present 

an explorative rendering of a theoretical perspective using this method. It allows the 

researcher to comprehend the social phenomena and to give a profound analysis of the 

situation (Thando Ramunenyiwa, 2017). This introduces interpretivism, a theoretical view 

that is more in line with the exploratory aspect of comprehending human phenomena 

(Ramunenyiwa, 2017). The qualitative research approach allows data, about the human 

viewpoint of the research problem, to be collected. Qualitative research is very subjective 

since it allows the researcher to look beyond numbers to grasp the participants' feelings, 

thoughts, and perspectives. The interpretivism paradigm is followed in this qualitative 

investigation (Ramunenyiwa, 2017). The word paradigm comes from the Greek 
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paradeigma, which refers to a scientific investigation of issues and the development of 

answers. It is a philosophical reason for conducting research (Olanike, 2016). 

1.9.2 Design of the Study 

The Design of the study is a road map for the investigation. It directs the research plan's 

execution from start to finish. The problem is aligned with the data collection techniques 

used in the research design. Case studies, questionnaires, and action research are all 

examples of research designs (Olanike, 2016). A case study research design is used in 

this study. Harrison, Birks, Franklin, and Mills (2017), indicate that a case study research 

design is used to collect data from one or more sites over a period of time, and data is 

obtained through different sources, such as interviews. Interviews, focus groups, 

observation, and document analysis are among the techniques used to collect data for 

this case study (Adefunke, 2016). The service-based business was selected as the case 

study for this research project, and data was obtained from the customer service 

department. The key rationale for choosing the service-based business is to ensure that 

the study is focussed and researchable on a limited budget, without sacrificing the study's 

worth and importance. Because of their extensive use of smartphone technology, the 

chosen business is pertinent to the issue. 

1.9.3 Study Site 

The site for this research refers to the location where data will be collected (Ijumba, 2016). 

The National Botanical Garden in Pietermaritzburg is the research site for this study. The 

National Botanical Garden is located in the Prestbury Suburb of Pietermaritzburg, in the 

northwestern part of the city. This institution was founded on March 3, 1874, and in its 

nearly 150 years of existence, it has seen many changes in governance, economics, and 

technology. The National Botanical Garden began as a botany-focussed conservation 

organisation. It began to participate actively in the provincial economy in the late 

nineteenth century as a result of its tourism activities.  

The National Botanical Garden employs a one thousand people who are divided into 11 

branches. It attracts more than three million people each year, bringing in an estimated 

105 million rand per fiscal year (SANBI, 2020). Employees that work in customer services 
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are the subjects for this research. The location is situated in KwaZulu-Natal province, 

which is the South Africa's third-largest economic hub, with tourism, agriculture, and 

manufacturing as its main industries. The province, like many others, has a large number 

of service-based firms, making it an ideal place for this research (Stats SA, 2020). 

The selected service-based business was chosen for this study due to the feasibility of 

the study's objectives, which are in accordance with the issues of managing smartphones 

in their customer service division. The researcher determined that the sample size of the 

selected business is sufficient to complete the study. The researcher was permitted to 

perform the study after the administration of the selected business expressed an interest 

in the study's findings. The investigation is the first of its kind in Pietermaritzburg’s service-

based enterprises (SANBI, 2020). 

 

1.9.4 Target Population 

A population refers to a group of individuals living in a specific location. The selected 

individuals of the population, for a study or research, are called the target population (Alvi, 

2016:10). The customer service team and senior managers, of the service-based 

business, are the focus of this study. 

1.9.5 Sampling Procedure  

A sample is a representation of the selected group of individuals in a research project 

(Ijumba, 2016). Sampling is divided into probability and non-probability sampling. The first 

implies that each sample has a similar opportunity of getting selected. The latter implies 

that not everyone is equally likely to be chosen (Showkat, 2017:3). According to 

Ramunenyiwa (2017), both probability and non-probability sampling include deliberate 

selection. This study used non-probability sampling to give the researcher the freedom to 

make decisions. Non-probability sampling is further separated into four sub-methods, 

convenience, quota, purposive, and judgemental sampling (Ijumba, 2016).  

The researcher uses the convenience sampling technique to pick individuals based on 

their availability. According to Essack (2015), convenience sampling is the most cost-

effective sampling technique. This method of sampling is appropriate since it takes 

advantage of participant availability. However, authorisation to access participants is 
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required for this sampling technique, and the results cannot be generalised (Essack, 

2015). In this study, purposive sampling is also used to ensure that the study’s objectives 

are met. Purposive sampling refers to the selection of appropriate individuals by hand to 

obtain specific data for the study (Essack, 2015). The reason for using this sampling 

technique is to save time and money by not having to collect data from non-qualifying 

participants. 

1.9.6 Sample Size 

The sample size refers to the number of participants chosen to participate in a study 

(Ijumba, 2016). The study will sample 26.7 per cent of a 1,000-person community, or 267 

people. With a margin of error of 3.02 per cent and a confidence level of 90 per cent, the 

computation was made using Raosoft software. Customer service employees and 

company's senior managers part of the sample. 

1.9.7 Data Collection Instruments 

There are different types of the data collection instruments for the qualitative study. These 

are focus groups, interviews, observations, and open-ended surveys (Laia Canals, 2017). 

This section lists all of the data-gathering equipment used in this investigation. 

 Telephonic interviews  

According to Ijumba (2016), an interview is a talk between a researcher and a participant 

to gather data. Qualitative research relies on clear and brief interviews. Structured, 

unstructured, and semi-structured interviews must be prepared ahead of time and 

presented in a consistent and linear order. Due to COVID-19, telephonic interviews were 

used to acquire data from senior managers of the service-based business. 

 Tele-conference Focus Groups 

According to Canals (2017), focus groups resemble interviews. They do, however, require 

group interaction to obtain responses to the study's research questions. Focus groups 

help researchers access a small group of people at the same time and collect important 

data for the study. Through smartphone conversations and recordings, this study used a 

teleconference focus group for customer service employees. This is owing to a large 
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number of customer service representatives, making it impossible for the researcher to 

interview each one while still finishing the study on time. The employees were divided into 

16 groups, each of which has 12 people. 

1.9.8 Data Analysis 

In a qualitative research, data is analysed and presented in manner that adhere to the 

norms and expectations of a qualitative research study. ‘Data analysis’ defined as a 

process of extracting meaning from raw data and then interpreting that meaning (Ijumba, 

2016). 

 Transcribing  

According to Canals (2017), transcribing is a written representation of an interview. 

Transcribing is a taxing task for the researcher because it takes an inordinate amount of 

time to perform. This is an important stage in interpreting how the data contributes to 

answering the study’s questions. Transcribing guarantees that all interviews are recorded 

and transcribed into text format for this research. 

 Coding 

According to Ramunenyiwa (2017), coding is a vital step for a researcher to do to make 

sense of data. Data is organised into categories to help the researcher evaluate the data 

and better understand its meaning. To code and analyse data, this study used a content 

analysis approach. 

1.9.9 Data Presentation 

According to Lee and In (2017), data is a collection of accumulated facts. The data paints 

a hazy image of reality. It is collected in an unprocessed format that makes it difficult to 

comprehend. As a result, creating meaning necessitates investigation and interpretation. 

The data must be organised in a way that is appealing to the targeted audience. Text and 

the formation of themes are effective ways to portray qualitative data. Subheadings and 

themes are an excellent approach to organise the study's findings. The data in this study 

is presented via graphs, tables, and text (Lee and In, 2017). 
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1.9.10 Data Quality Control 

 Reliability and validity 

According to Ijumba (2016), validity and reliability are basic metrics used to control the 

quality of the obtained data. Ijumba goes on to say that these measures help to ensure 

that the results are consistent. According to Hamed Taherdoost (2016), validity explains 

the authenticity and depth of data acquired for a certain study. This refers to the quality 

of the data collection. Validity ensures the precision of the instrument utilised (Ijumba, 

2016). This also guarantees that data is appropriately collected and eliminates errors. 

The interview questions are tested with a small group of the sample to see if they can get 

the desired results. According to Olanike (2016), reliability refers to the tool's 

dependability and consistency in measuring a variable. Ijumba (2016) agrees that an 

instrument is dependable if it can be used frequently and produces consistent results 

even when utilised by various researchers. Ijumba goes on to say that everything reliable 

should continue to perform as well in the future as it has in the past, regardless of the 

number of users, and the instruments should produce the same results. The authors 

believe that ‘dependability and replicability’ are the most important aspects of reliability. 

The purpose of this study is to gather data from a different set of employees at different 

periods to see if the same data collection procedures provide the same results as the 

prior group. 

1.9.11 Ethical Considerations  

Ethics comes from the ancient Greek philosophical study of moral existence (Siti Arifin, 

2018). It refers to a set of rules that have the power to drastically change previous 

decisions and actions. Ethics is a discipline of philosophy that deals with the dynamics of 

making decisions about what is moral and immoral, according to popular belief. All 

activities of mankind are regulated by individual, community, and social values therefore, 

scientific research works. Study ethics entails, ensuring that all research data is kept 

private and only authorised individuals have access to it. For a qualitative research study, 

it is critical to protect employee subjects by following ethical norms (Arifin, 2018). This is 

especially true because a qualitative study necessitates a thorough data collection 

process. Conducting interviews necessitates the highest level of engagement between 
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the participants and the facilitator, and when it comes to giving particular study-related 

information, participants become more vulnerable and worried. To safeguard the safety 

of the participants, it is critical to follow ethical guidelines when conducting the qualitative 

study (Arifin, 2018). 

 Informed consent  

According to Arifin (2018), informed consent refers to providing research participants with 

knowledge about their participation in the study. This is accomplished by a permission 

letter that informs all participants about the study's purpose. The consent letter contains 

information, such as the willingness of the participants to be included in a research study, 

their privacy, and confidentiality. It is used as a parameter to preserve the participants' 

privacy and confidentiality. To perform the study, ethical approval was obtained. To 

ensure that the research adheres to the ethics code, the researcher received permission 

from the selected firm to perform the study (Arifin, 2018). 

1.10 Summary 

This chapter laid a foundation about the research project by unpacking the background 

of the study, the research problem and objectives. It is a road map of how the entire 

research project was conducted and it also introduces the preliminary literature on 

smartphones as well as the perspectives of the technology experts. The chapter 

explained the intended population for the study and how the population was selected to 

ensure credibility of the study’s findings. It concludes by exploring the significance of 

research ethical considerations. 
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CHAPTER TWO 

LITERATURE REVIEW 

2.1 Introduction 

The goal of this research is to investigate the adoption of smartphone etiquette in service-

based business, with a focus on the National Botanical Garden in Pietermaritzburg, South 

Africa. This chapter contains topics derived from the research questions as well as 

additional topics related to the research challenge. Each issue is examined from two 

perspectives: locally and internationally. The primary goal of a literature review is to 

contextualise the study and gain an in-depth understanding of the topic. This assists in 

the identification of gaps in prior research as well as the definition of relationships between 

related studies (Parasuraman, Sam, Yee, Chuon, and Ren, 2017). 

This literature review begins by looking into the extent to which customer service 

employees in service-based businesses utilise smartphones.  

2.2 The Extent of Smartphone Usage in the Workplace  

According to Ajaegbu, Ajaegbu, and Sodeinde (2019) smartphones are changing the way 

people communicate at work and in their communities. In all aspects of life, smartphones 

are an advancement above traditional communication techniques. They have enhanced 

characteristics that enable people to execute tasks that were previously difficult, due to 

technological advancements. They connect businesses, processes, distribution 

networks, and customers. This is because they can function as portable minicomputers. 

Agarwal and Bhagoliwal (2016) concur that smartphones provide employees with 

constant connectivity, allowing them to accomplish vital work at any time and from any 

location. Smartphones allow users to be more versatile in their usage. Smartphones save 

money for service-based businesses because they allow staff and clients to communicate 

more easily. Ajaegbu et al. (2019) assert that the extent to which employees utilise 

smartphones has an impact on all company sectors. Agarwal and Bhagoliwal (2016) 

further highlight that, the high use of smartphones has benefited the business sector. 

Because of their portability, faster internet connection, and accessibility, smartphones are 

used for a variety of purposes in every business. Employees use applications such as 
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SMS, GPS, GMAIL, WhatsApp, Facebook, and search engines in the workplace. 

Smartphones are used in the banking industry to conduct transactions. This saves time 

and improves staff productivity and job satisfaction. Insurance companies utilise 

smartphones to alert customers about new coverages. Businesses can increase labour 

productivity while lowering costs and improving customer satisfaction due to smartphone 

usage. Smartphones are used by businesses to minimise inventory costs and sales cycle 

times. Smartphone’s usage enables employees to build long-term corporate partnerships, 

increase freedom, maintain workflow, share knowledge, and increase employee job 

satisfaction. Priyadarshini, Leena, and Venkatesan (2018) agree that smartphones help 

employees at work. Due to the evolution of smartphone technology, employees no longer 

need to wait until they have a personal computer or laptop to do their work; they can 

complete their tasks without having to come into the office. Employees benefit from 

greater work flexibility and convenience. Priyadarshini et al. (2018) further highlight that 

smartphone technology help employees and businesses in developing innovative ideas 

for new services. It allows employees to share knowledge, skills, information, and 

expertise without needing to be in the same workplace. Employees utilise social media 

as a way to communicate information with one another. Smartphones help employees 

organise and supervise their work, as well as allowing them the freedom to be creative 

and personalise their work. Employees collaborate digitally with other co-workers using 

smartphone applications. This helps businesses increase productivity. As the number of 

smartphone users grows, so does job extent of usage. 

Duke and Montag (2017) argue that smartphones have transformed the way employees 

communicate in the office. The benefits are considerable, but the negative effects of 

smartphones, on the other hand, are not clearly documented. A loss in workplace 

productivity, and other negative effects are among them. Employees lose more productive 

time as a result of their smartphone addiction. Non-work-related activities take up more 

time at work (Duke and Montag, 2017). Some 84 per cent of individuals can't live without 

their smartphones, and this dependence is a concern in the workplace. It raises the 

question of what employees become so engrossed with on their smartphones, and how 

this can be managed (Parasuraman, et al. (2017). According to the New Time Mobility 

Poll from 2012, most employees have a smartphone addiction but are unaware of it. 
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Smartphone addiction affects work efficacy and intellectual ability. People who are overly 

reliant on their smartphones find it difficult to concentrate at work and become less social. 

The rise of social networks has exacerbated this need, leading to addiction. 

Parasuraman, et al. (2017), argue that employees are not addicted to smartphones, but 

rather to the information, personal connectivity, and pleasure they receive through them. 

Excessive usage of smartphones reduces productivity and negatively impacts 

interpersonal relationships. Masarweh and Afndy (2018) posit that smartphones have 

detrimental effects in the workplace. Excessive information, task disruption, and work-

related stress are all possible repercussions of smartphones. Employees lose time 

throughout the workday because they are engrossed in their devices. Smartphones have 

both beneficial and negative effects in the workplace. The negative impact of 

smartphones causes employees to waste a lot of time, which is counterproductive. 

Employees have a lower level of work precision, which has an impact on production.  

2.3 The Impact of Smartphones in the Workplace  

The second research question in this study is: "What is the impact of smartphones on 

productivity and profitability in the workplace as perceived by customer service 

employees?" Because productivity and profitability are discussed concurrently in this 

context, the researcher will deconstruct them as a single variable to appropriately 

examine the literature. Margaretha and Supartika (2016) state that productivity is the most 

powerful and significant indicator of profitability. As a result, this justifies the researcher's 

investigation of productivity and profitability as a single variable. Baddap (2020) states 

that smartphones have a favourable impact on workplace productivity, such as allowing 

employees to stay in touch with their loved ones, putting them at ease by knowing that 

their families are doing well, and reducing stress levels. It helps employees to cooperate 

with their co-workers and facilitate knowledge sharing. It also helps employees to stay up 

to date on industry and company trends.  

2.3.1 POSITIVE IMPACT OF SMARTPHONES 

According to Baddap (2020), smartphones are utilised as an integrated tool to link 

employees to other work systems. Pitichat (2013) argue that smartphones can improve 
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work productivity through enhancing information sharing, promoting autonomy, and 

strengthening relationships with superiors and co-workers. Elephant and Maphela (2018) 

agree that smartphones assist businesses to succeed through their computing ability, 

which helps to access documents and perform basic administrative tasks. It assists 

employees with easy access to the internet and other cost-effective platforms. It facilitates 

access to social media and enables businesses to reach a wider audience regardless of 

location. Abdullah, Agung, Glory, and Sugiharto (2018) assert that the speed afforded by 

mobile technology, particularly smartphones, helps corporate automation, resulting in a 

competitive advantage. This can be accomplished if the company is thoughtful and 

purposeful in its usage of smartphones in the workplace. CAI (2017) concur that 

smartphones help employees to be more productive. The positive impacts of 

smartphones on the workplace are discussed below. 

 

2.3.1.1 Assistance at Work 

Priyadarshini, Leena, and Venkatesan (2018) state that employees' workspace is no 

longer limited to the office, and employees have the freedom to work anywhere using 

their smartphones. Businesses take advantage of the benefits of creating online work 

communities to uncover potential clients, develop new products, and expand service 

offerings. If work was limited to the office, this would not be possible. The smartphone's 

mobility and processing capabilities are critical for allowing employees to conduct 

business outside of the office. The use of smartphones in the workplace improves 

productivity and job effectiveness (Pugh, 2017). 

 

2.3.1.2. Availability 

Lee, Lee, and Kim (2017) argue that smartphones keep employees involved in their jobs 

and helps them stay connected to the job at all times, regardless of where they are. 

Masarweh and Afndy (2018) agree that smartphones improve employees' availability and 

improve their communication. Pugh (2017) further highlights that employees' availability 

can take several forms, including a message, a phone call, an email, or a special 

application used for professional or social purposes. Employees can communicate with 

clients in many ways other than traditional ones because of their increased availability. 
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2.3.1.3. Knowledge Sharing and Sociality 

According to Masarweh and Afndy (2018), employees who have unrestricted access to 

information, relevant to their jobs, are more productive. They can contribute to the team 

through knowledge-sharing platforms and also learn as much as they can from their 

colleagues. Employees may learn new skills more quickly and conveniently with 

smartphones. They can develop new skills and respond better to market needs due to 

the work-related information they can access on their smartphones. Smartphones have 

made it possible for businesses and employees to communicate openly. As a result, 

managers are able to encourage employee collaboration. Smartphones allow employees 

to be more social with their co-workers, which helps in the formation of teams (Gowthami 

and Kumar, 2016). 

 

2.3.1.4. Communication and Collaboration 

According to Mark (2019), only organisations with strong communication models can 

provide better service to customers. This is due to the simplicity with which the duties can 

be performed and with which clients can be communicated. Employees can now 

communicate more easily due to smartphones. They are free to contact clients at any 

time that is convenient for said client. Employees feel empowered by the company to 

make decisions regarding their own job as a result of the smartphones usage 

responsibility. Because smartphones have all of the computing capability, which the 

employees to provide feedback to the employer faster, smartphones enable employees 

to provide clients with personalised services that transcends geographical borders. 

Employees can use smartphones to better communicate with one another and help grow 

each other's abilities, share papers, and workflows without having to be in the same room. 

Smartphones have tools that assist staff in managing client contacts, allowing them to 

organise all client engagements and facilitating billing. What used to be a physical area 

for interaction has evolved into a virtual area with more of a psychological experience 

than the actual experience of working in an office (Colbert, Yee, and George, 2016). 
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2.3.1.5. Increased Productivity 

Agrawal and Panwar (2019) state that smartphones allow employees to do more work 

with less effort and resources. Smartphone applications and software lets employees 

complete time-consuming jobs faster, allowing them to devote more time to work that will 

be completed tomorrow. This improves corporate productivity and, as a result, gives the 

company a competitive advantage in terms of human resources. Mark (2019) agrees that 

integrating smartphones into the workplace saves a maximum of 7.5 hours per week that 

would otherwise be lost. Businesses that have mastered the integration of smartphones 

are able to provide high levels of productivity to their staff. Mark (2019) concurs that 

employees who work remotely, using smartphones are more productive since they work 

on tasks other than their immediate main responsibilities. This is due to the autonomy 

that smartphones provide. 

 

2.3.1.6. Work Completion 

Smartphones have been proven to improve task completion, job performance, and 

productivity in the workplace. This is made possible by the rapid response time of 

employees who use smartphones for work. Employees using smartphones have no 

limitations in terms of completing their work because they may work from anywhere at 

any time, even during personal and highly congested days. The use of smartphones for 

professional communication channels increases creativity and thinking capacity among 

employees who bring varied abilities to perform jobs (Priyadarshini, Leena and 

Venkatesan, 2018). The use of smartphones to perform jobs, allows employees to add 

an extra hour to their workday. This is due to integrated work applications that allow 

employees to execute their tasks in the same way they would if they were in the office 

(Priyadarshini et al., 2018). 

 

2.3.1.7. Employee Engagement 

Employee engagement has improved as a result of technological advancements in the 

workplace. This is due to connectedness and timely information transmitted to everyone. 

Employee engagement is described as meeting all of the employees' needs. Employee 

commitment and their desire to absorb tasks to maintain corporate productivity with 
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maximum commitment demonstrates this (Agrawal and Panwar, 2019). The ability of an 

employee to be totally immersed in their activities is known as task absorption. When 

employees are fully involved in their work, they get emotionally linked to it, which 

motivates them to fully invest their talents, skills, and creativity in the company's success 

(Rehman, 2018). The engagement of employees is important to the triumph of any 

company. Employees feel valued as a result of this. This allows management to fully 

utilise the potential of their personnel. Customers are more satisfied and profit margins 

are higher in businesses with highly engaged personnel (Osborne and Hammoud, 2017). 

Smartphones are supporting businesses in engaging their employees at all levels, as well 

as developing bridges between employees and management and facilitating chain of 

command fluidity (Agrawal and Panwar, 2019). 

 

2.3.1.8. Employee Performance 

Employee involvement has been shown in studies to result in improved employee 

performance. When a company is able to provide good feedback to employees, assign 

clear duties, and show them that they are valued, those employees are more likely to 

repay the company with outstanding performance. Smartphones are used by businesses 

to help employees accomplish their jobs more efficiently. This eliminates the constraints 

imposed by the office's four walls (Agrawal and Panwar, 2019). Performance is described 

as an employee's positive attitude toward the company that is translated into actions 

toward their responsibilities (Sendawula, Kimuli, Bananuka, and Muganga, 2018).  

 

2.3.1.9 Reduced Operation Cost 

Businesses employ technology to cut costs in their operations. They let employees use 

less expensive devices, such as smartphones, to cut down on the cost of high-tech 

equipment in the office. Because of the fast-paced nature of today's corporate world, 

employees must maintain constant contact with their clients. This builds a relationship 

between the employee and the client, allowing them to use cost-effective channels such 

as social media to communicate regularly and at a minimal cost. Smartphones have been 

shown to be cost-effective commercial tools. To limit the consumption of paper, 
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businesses employ online applications. Smartphones lower the cost of fixed technology 

like telephones (Mark, 2019). 

 

2.3.1.10. Contemporary Workplace 

In today's world, a workplace that does not accommodate technological advancements is 

considered a dead workplace (Mark, 2019). To maintain productivity, employees demand 

innovative technology to be integrated with their smartphones and other office 

technologies (Cascio and Montealegre, 2016). Poor productivity is a problem for 

businesses that lack smartphone technology and other mobile devices. The use of old 

technology, as a competitive advantage, is no longer possible (Oxford Economics, 2017). 

Employees in today's workplace understands mobile technology better and are more 

inclined to use it productively (Digital Skills Research, 2018).  

 

2.3.2. NEGATIVE IMPACT OF SMARTPHONES 

Li and Lin (2019) state that having a smartphone at work improves job performance. 

However, once employees develop an addiction, it has a counter-productive influence on 

their performance and output. Dittrich (2020) agrees that smartphones have an impact on 

productivity. These impacts range from work interruptions to increased deficits due to 

inattention and hyperactivity, all of which diminish productivity. Employees who are 

executing demanding jobs, while on their smartphones, performed worse. Employees 

who got notifications while completing a specific activity are disrupted, causing problems 

in the process. Baddap (2020) states that smartphones have negative effects on 

workplace productivity such as spending more time on social media, which causes 

diversions, responding to personal messages and phone calls during work hours, and 

using their phones during meetings, which causes disruption to the user and those around 

them. Rodrigues (2011) concurs that smartphones are increasingly intrusive in the 

workplace. Although smartphones have a positive role in productivity since they offer 

sophisticated tools and applications. On the other hand, they also have capabilities and 

applications that are not just for business. These non-work applications offer a severe 

threat to employee performance and productivity. This subsequently affect the profitability 
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of the company. The following discussion covers the wide range of negative impacts 

caused by smartphones in the workplace.  

 

2.3.2.1. Interference and Interruptions 

Because of the widespread usage of mobile devices, today's workforce has a short 

attention span (Udemy In Depth, 2018). Businesses are doing little to limit smartphone 

usage in the workplace. Employees' workflows and performance are disrupted and 

interfered with as a result of this. Businesses fail to provide integrated systems and 

training for those systems, resulting in smartphone misuse and distraction. The company 

loses out on potential productivity gains. Businesses allow smartphones in the workplace, 

but often do not provide the essential training to employees so that they can perform their 

tasks more effectively, while utilising mobile technology. Smartphones have become 

ubiquitous in the workplace, which signifies the magnitude of their use (Dittrich, 2020). 

 

2.3.2.2 Smartphone Addiction and Distraction 

Smartphones are necessary for work but having too many of them might reduce 

productivity. Humans are victims of habits and employees are no exception with the use 

of smartphones in the workplace. Employees use smartphones on a regular basis at 

home and at work, forming a habit that leads to addiction (Dittrich, 2020). Employees 

develop a habit of checking their phones on a frequent basis and this causes them to lose 

more work time per day as result of this. Smartphone addiction has a bad influence on 

daily work production and behaviour (Pugh, 2017). Employees lose control of their work 

and miss deadlines. It eventually develops into a medical condition, similar to how 

employees, who are attempting to quit using narcotics, experience withdrawal symptoms 

(Duke and Montag, 2017). Smartphones are the second most distracting factor at work, 

second only to chatty co-workers or office noise. Constantly checking their phones 

caused a loss in concentration, affecting their output (Udemy In Depth, 2018). Employees 

are distracted by social networks that are not part of the work platforms (Priyadarshini et 

al., 2018). Employees lose attention and derail key activities as a result of instant 

messages. Employees have no control over how their devices are used for personal and 

business purposes. Internet shopping, news feeds, online streaming, chatting, and games 
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are just a few of the distractions that cause employees to be less productive. Employees 

are distracted by inappropriate internet use. This has an impact on productivity 

(Masarweh and Afndy, 2018). 

 

2.3.2.3. Wasted Time  

According to Masarweh and Afndy (2018), employees waste more time during working 

hours, owing to the excessive use of a smartphone. Employees spend time by taking 

personal calls, reading news on the internet, accessing social media platforms, and 

playing video games. Smartphones have an impact on work completion and disrupt 

company task flow. Employees acquire an unproductive dependency on their 

smartphones, which has a negative influence on the company's performance and 

productivity (Li and Lin, 2019). 

 

2.3.2.4. Accuracy 

Masarweh and Afndy (2018) state that workers make more mistakes when executing their 

jobs due to their excessive use of smartphone. This is mostly due to a lack of 

concentration during working hours, as well as smartphone distractions. Employees make 

important errors that can cost the company money. Assir (2016) agrees that smartphones 

have an impact on accuracy, task completion time, and productivity. 

 

2.3.2.5. Loss of Productivity 

According to Assir (2016), smartphones help with organisational output, however, there 

are several ways in which they negatively impact productivity. Internet surfing, social 

media, and gaming are just a few of the applications that have an impact on office 

productivity. Employees are distracted by their smartphones and that causes the loss of 

productivity. Employees use a variety of non-work platforms because of their rapid 

connections. They spend more time on their phones than on productive tasks. 

Disengaged employee input is influenced to finish production, which has an impact on 

productivity. Masarweh and Afndy (2018) concur that smartphones are having a 

detrimental impact on workplace productivity. Employees that are heavily addicted to their 

smartphones drop productivity since most of the tasks are frequently deferred until the 
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next day. According to Assir (2016), this is a worry since enterprises with low output risk 

losing their competitive advantage. This could result in a loss of market shares and lower 

profitability in the long run. 

  

2.3.2.6 Respect 

Masarweh and Afndy (2018) state that smartphones are lowering employee respect for 

clients, management, colleagues, and the company as a whole. Clients alleging 

dissatisfaction with service while interacting with personnel, via smartphones, have 

increased the number of complaints. Managers worry about the level of distraction that 

employees have during formal meetings (Dery et al., 2017), which undermines managers' 

authority and disrespects the firm. Employees are less engaged as a result of their use 

of smartphones, which leads to lower productivity (Rehman, 2018). 

 

2.3.2.7. Security and Regulations 

Masarweh and Afndy (2018) state that business regulations are easily broken due to the 

use of smartphones. Cyber-attacks have become more common as a result of 

smartphones. Other platforms hinder the business's cyber defence because smartphones 

are for personal usage. Although it is difficult to control how people use their smartphones 

at home, hackers can use smartphones as an entry point to attack enterprises’ digital 

systems. Smartphones are easy to misplace, and corporate information could end up in 

the hands of the wrong people and jeopardising trade secrets. If staff use smartphones 

to conduct business, clients' accounts are also at risk (Assiri, 2016).  

 

2.4. The Adoption of Specific Smartphone Etiquette  

The study's final research question looks into the adoption of certain smartphone etiquette 

practices that can help service-based businesses enhance production and profitability. 

Many authors agree about the benefits of having smartphones in the workplace, but they 

also point out issues that are counter to the benefits of using smartphones in the 

workplace. According to Masarweh and Afndy (2018), there are only a few organisations 

that have a proper policy in place regarding the use of smartphones in the workplace. 

Businesses should adopt policies to manage new technology and the risks it poses to 
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performance and productivity. CAI (2017) posit that, if firms and managers want to 

maximise the benefits of smartphones, they should devise strategies to manage their use. 

Abdullah et al. (2018) and Baddap (2020) suggest the necessity for smartphone 

management rules and methods. Aslam, AlZwamri, and Hussain (2017) state that some 

businesses use internal systems that are integrated with smartphones to facilitate staff 

productivity, these systems are supervised by the information technology department. 

Aslam et al. (2017), further argue that businesses that are using smartphones as a pure 

working tool are too ambitious. This is because smartphones lack additional tools that are 

compatible with all the business’ internal systems to allow employees to perform their 

duties effectively. Managers need to create applications that assist employees in 

performing work, in the same way they would if they were using laptops to achieve 

productivity and profitability, through smartphones. Managers need to allow employees 

to use wireless connections that prevent specific platforms from launching, as well as 

adopt an ethical code to govern smartphone use in the workplace. This will help in the 

control of abuse (Aslam et al., 2017). 

 

Colbert, Yee, and George (2016) argue that for technology to work in the workplace, 

businesses must rearrange their workplace settings because the future labour, even at 

entry-level roles, will be technologically savvy. Work is no longer defined by where people 

go but by what they do, thanks to advances in technology, such as smartphones, work 

can be done outside of the workplace. Colbert et al. (2016) further highlight that, since 

technology has both positive and negative effects, businesses need not only build 

technology management strategies but also focus on radical organisational change to 

allow the new breed of employees, and the usage of smartphones in the workplace, to 

thrive. Because technology evolves at a faster rate, having a policy for each will be 

impracticable, but creating an environment and culture that encourages and appropriately 

manages its use, will be sustainable. Syntonic Inc (2016) concur that other businesses 

are using particular management strategies to manage smartphones in the workplace. 

They are implementing policies like a ‘bring your own device’ (BOYD) policy to limit the 

usage of smartphones for personal use in the workplace. To ensure successful 

management, businesses have established incentives for employees who use their 
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smartphones for work and those who follow the rules (Baddap, 2020). Rehman (2018) 

agrees that employees use smartphones for their personal use if not properly managed 

and that affects the productivity and profitability of the business. Rehman (2018) 

highlights that managers who have accepted smartphones as a working tool must 

implement procedures that enable workers to use smartphones at work for a set amount 

of time to prevent abuse or misuse. Fahed and Kmeid (2019) argue that to maintain high 

productivity, smartphone technology advancement should be handled by a mobile-free 

policy. Regulations for the proper usage of smartphones, business software, and 

associated applications must be established by businesses. Additionally, businesses 

must include smartphone usage in performance evaluations and awards to regulate 

usage. 

 

Alzwamr and Hussain (2018) state that businesses allow employees to use smartphones 

in the workplace when it is necessary for their jobs, and design applications that allow 

employees to do their obligations using their own devices. However, this must be done in 

conjunction with the ethical usage guideline. Dery, Sebastian, and Meulen (2017) concur 

that businesses implement policies to allow employees to bring their own smartphones to 

work and integrate them with internal systems, allowing them to accomplish other tasks 

even while they are not at work. Rodrigues (2011) argues that when there is no control of 

smartphones in the workplace, the business suffers a greatly reduced productivity. 

Businesses must develop strategies to meet the issues of smartphones in the workplace 

and how they will be managed, while also ensuring that their potential to positively assist 

employees is not jeopardised (Baddap, 2020). 

  

2.5. CONCEPTUAL FRAMEWORK 

Crawford (2020) claims that different authors consider a conceptual and theoretical 

framework to be interchangeable. Maxwell (2013), Miles et al. (2014), Marshall and 

Rossman (2016), and Marshall and Rossman (2016) all considered conceptual 

framework to be synonymous of theoretical framework. As a result, it has been observed 

in several studies that authors frequently remove conceptual or theoretical frameworks 

from their definitions as related but not identical terms. According to Leedy and Ormond 
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(2016), a conceptual framework is utilised to provide foundation to the research and to 

equip both the researcher and the audience in appreciating the study's contribution to the 

body of knowledge. It helps in the alignment of all the study's components. This definition 

focusses solely on the conceptual framework and makes no distinction between the 

theoretical and conceptual frameworks. Other authors do not clearly link the conceptual 

and theoretical frameworks, but they do imply that the two concepts are interchangeable 

(Crawford, 2020). As a result, it is critical for this study to explicitly explain the conceptual 

and theoretical frameworks so that the reader can distinguish between these two related 

notions. 

 

According to Ravitch and Riggan (2017) and Crawford (2020), conceptual and theoretical 

frameworks are defined as follows: theoretical framework focusses on theories that have 

been published. It serves as a framework for the study. It is made up of several theories 

offered by specialists in the field. It helps the researcher in deriving information from 

current ideas to properly analyse evidence and arrive at reasonable conclusions. 

According to Kivunja (2018), a theoretical framework is derived from theory, which is 

defined as an interconnected group of concepts and propositions that give a systematic 

picture of occurrence. Adom, Hussein, and Agyem (2018) agree with the concept above 

and add that the theoretical framework serves as a road map for the research. It is based 

on an idea that already exists. The theoretical framework is located within the conceptual 

framework, as Ravitch and Riggan (2017) and Crawford (2020) point out, and the two 

terms are not interchangeable. 

 

Crawford (2020) claims that conceptual framework focusses on concepts and the general 

structure of the research, while the theoretical framework, within the conceptual 

framework, explains the relationships between the concepts studied. Kivunja (2018) 

defines a conceptual framework as a logically organised overall frame of everything that 

is part of the study topic's structural designs. Adom et al. (2018), define a conceptual 

framework as a guiding structure that allows the researcher to fully describe the organic 

continuation of the study's occurrence. It explains how the research question will be 

investigated. According to Guntur (2019), the conceptual framework helps in determining 
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which data will be collected and which data is relevant to the study. Three purposes are 

listed in the conceptual framework: analytical, prescriptive, and methodological. Content 

analysis and critical inquiry can be compared using analytical objectives. The 

methodological goal is to assess the ongoing content analysis using precautionary 

methods. The study's design and conceptualisation are shaped by prescriptive objectives. 

According to Ravitch and Riggan (2017) and Crawford (2020), the conceptual framework 

can be presented in two ways: graphical and narrative. The narrative presentation 

contains a text-based explanation of the study's concepts, whereas the graphical 

presentation includes a diagrammatical presentation of principles. These two techniques 

of the presentation can also coexist in a single research project. 

 

The conceptual framework was used for this study to guide the investigation of the 

research problem. The researcher discovered no suitable theory that underpins the topic 

under investigation after reviewing previous literature from relevant investigations. The 

majority of studies focussed on Technology Adoption Models, which are concerned with 

the adoption of technology. The adoption of smartphone etiquette in the workplace in 

service-based business, the case of the National Botanical Gardens in Pietermaritzburg, 

South Africa, is the topic of this research. It focusses on the management element of 

using smartphones at work. A graphical method was used to present the conceptual 

framework. The conceptual framework examined the positive and negative influences of 

smartphones in the service-based business. The activities that assist businesses and 

individuals, in the workplace, are referred to as having a positive influence. Profitability 

and productivity are the results of these actions. Negative activities are those that are 

harmful to a company's profitability and productivity, and they were examined utilising 

concepts from many authors and experts in the field of smartphones and their use in the 

workplace. The discussion of these concepts clarified the research problem and directed 

the researcher to gather evidence that is relevant to the research issue. 
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Smartphones, like any other new technology, have flaws. Smartphones are viewed as a 

workplace distraction by several authors. After people become addicted, it causes 

distractions, wastes time, and employees fail to be accurate in their work, resulting in a 

loss of productivity. Some authors argue that smartphones blur the limits of respect, and 

employees do not respect clients, colleagues, or leadership since they are engrossed in 

their smartphones during meetings and crucial sessions that require their whole attention. 

Some businesses are concerned about their safety and security, as cyber-attacks could 

exploit personal smartphones to get access to enterprise networks. When comparing the 

perspectives of various authors, it is evident that there is no consensus on the impact of 

smartphones in the workplace. However, the general consensus is that smartphones 

have both beneficial and detrimental effects in the workplace. Literature indicated some 

feasible answers to the difficulties that managers encounter in the workplace, when 

dealing with smartphone usage. It also demonstrated the shortcomings in current 

smartphone management tactics in the workplace. It also demonstrated a knowledge gap 

in how to use smartphone etiquette to manage smartphones in the workplace. 
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  CHAPTER THREE 

RESEARCH METHODOLOGY 

3.1 Introduction 

A systematic approach for analysing the methodologies utilised in the field of research is 

known as a research methodology. It includes data gathering methods, theoretical 

analysis, concepts connected with a specific body of knowledge, and ideals that support 

a particular study's research strategy. Theoretical models, paradigms, and research 

techniques are all examples of research techniques (Igwenagu, 2016; Patel and Patel, 

2019). The study's methodology is guided by a set of guidelines that are impacted by the 

theoretical framework in which the research is conducted (Olanike, 2016; Faryad, 2019).  

The methodology does not provide answers to research questions, but it does provide a 

framework for determining which method is best for a certain study (Igwenagu, 2016). 

Furthermore, according to Olanike (2016), methodology and methods are two terms that 

are often employed interchangeably in modern research applications, although they are 

not synonymous. Olanike (2016) also expresses concern about the interchangeability of 

these phrases. According to the current research trend, Igwenagu (2016) agrees with 

Olanike (2016) that methodology and method should not be used interchangeably. This 

could lead to misunderstandings and misinterpretations of concepts, as well as affecting 

the analysis required to construct the research. 

 

It is critical to avoid using the term methodology as a synonym for methods. This will help 

you keep faithful to the term’s epistemic meanings. The difference between methodology 

and methods is that methodology is linked to a paradigm, whereas methods are linked to 

techniques for collecting and analysing research data (Olanike, 2016). The purpose of 

the research methods section is to find answers to research questions by using scientific 

techniques in a methodical manner (Patel and Patel, 2019). Also, clarify any assumptions 

one has about the subject one is studying. It will serve as a foundation for determining 

which methods are appropriate for this study, as well as which paradigms and theoretical 

orientations it belongs to (Pandey and Pandey, 2015; Olanike, 2016). 
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This study looked at the use of smartphones in service-based business. The following are 

the research questions that were addressed: What is the extent of the use of smartphones 

by senior managers and customer service staff in a service-based business? What is the 

perceived impact of smartphone usage on productivity and profitability in the workplace 

by customer service unit? and Can the adoption of specific smartphone etiquette 

approaches be used to improve production and profitability in service-based business? 

The following sections make up this research chapter: research paradigms, research 

approaches, research design, study population, sampling procedure, data collection 

techniques, data collection instruments, validity and reliability instruments, data collection 

procedure, data analysis, and ethical considerations. 

The research onion, created by Saunders, Lewis, and Thornhill (2018), depicts the 

process of the research (see Figure 3.1). Each layer of the research onion reflects a 

distinct phase of the investigation. The research philosophy and paradigms that drive the 

research are represented by the outer layers of the research onion. The outer layer of the 

research onion is the most important layer of the onion because it directs which data 

gathering techniques and data analysis procedures should be used. The researcher 

presents the research paradigm that led this investigation, based on the aforementioned 

viewpoint. 

 

Figure 3.1: Research Onion (Source: Saunders, Lewis, and Thornhill, 2018). 
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3.2 Research Paradigm and Philosophies 

There are research paradigms and research philosophies in research. The belief system 

with presuppositions concerning techniques, epistemology, and ontology is referred to as 

a paradigm. It is the process of studying reality to have a better understanding of it 

(Rehman, and Alharthi, 2016). Hold (2019) and Mertens (2015) go on to say that 

paradigms inform all research, which in turn influences methodology and methodologies. 

The word paradigm is derived from the Greek term ‘paradeigma’, which refers to models 

for analysing and solving scientific problems. The way the world defines the research 

issue and drives the way academics to think about the topic is referred to as paradigm 

(Kivunja and Kuyini, 2017). 

 

Thomas Kuhn coined the term paradigm in his 1962 book "Structure of Scientific 

Revolutions." Paradigm, according to Kuhn, is a conceptual framework for analysing 

scientific problems. This is done in a logical order of linked study concepts (Bonache and 

Festing, 2020). A research paradigm, according to Held (2019), is a philosophical view or 

conceptual framework (Mertens, 2015) that includes presuppositions, beliefs, values, and 

concepts that provide the researcher with a perception of reality and knowledge that 

governs research decisions, activities, and priorities. According to Kivunja and Kuyini 

(2017), a paradigm have four unique elements: ontology, epistemology, methodology, 

and axiology. These factors are essential to every study since they contain the 

presuppositions, norms, beliefs, and values that each paradigm is linked with. A 

paradigm's ontology is a set of presumptions about the nature of reality (Saunders et al., 

2018). This school of philosophy allows scholars to believe in the reality of anything 

(Kivunja and Kuyini, 2017).  

 

Ontology, according to Kivunja and Kuyini, aids the researcher in conceptualising the 

nature of reality as it is critical to understand the information gathered. According to 

Rehman and Alharthi (2016), the research's role is to identify reality by rejecting alternate 

interpretations. The ontological question prompts a researcher to seek out the type of 

reality that does exist, which is a single verifiable reality (Kamal, 2019). A paradigm's 

epistemology is an area of philosophy that deals with presuppositions about the nature of 



43 
 

knowledge and the methods for acquiring, validating, and communicating information. 

The term epistemology is derived from the Greek word ‘episteme’, which means 

‘knowing’. Epistemology is the study of how we learn about truth and reality. Epistemology 

focusses on the types of knowledge that are sufficient and legitimate. Epistemology is the 

process by which a researcher comes to comprehend what they are researching (Kamal, 

2019). 

The epistemological question prompts the researcher to engage in an open discussion 

regarding the topic's subjectivity, causation, and validity (Rehman and Alharthi, 2016; 

Kamal, 2019; Kivunja and Kuyini, 2017; Saunders et al., 2018). In epistemology, 

objectivity is attained through the researcher's neutrality. The researcher's effect on the 

research's outcomes is limited by this objectivity (Rehman and Alharthi, 2016). The 

implementation of scientific research methodologies is the emphasis of methodology. It 

makes use of theory to guide the methodology and methods for gathering data (Rehman 

and Alharthi, 2016). 

The inquiry is carried out using a paradigm methodology. It guides how the world should 

be researched and how information, for a certain research project, should be attained. It 

must be consistent with the research's ontological and epistemological positions (Kamal, 

2019). According to Kivunja and Kuyini (2017), methodology refers to the research 

methodologies, strategies and methods used to conduct a valid and credible study. 

Methodology refers to how we locate and validate what we think exists, as well as the 

methods we employed to collect data about what we think exists. Saunders et al. (2018), 

state that, a paradigm's axiology focusses on the role of values and ethics. It forces 

researchers to think about their values and beliefs, as well as the values and beliefs of 

the individuals being studied. The researcher's values are reflected in the philosophy 

adopted as well as the data collection methodologies employed. Kivunja and Kuyini 

(2017) add to the work of Saunders et al. (2018), by stating that ethics must be considered 

at the design phase of a study proposal. While performing the research, this philosophical 

approach assists the researcher in making good conclusions in terms of understanding 

right and wrong concepts concerning behaviour. 

According to Makombe (2017), research has both empirical and normative paradigms. 

Positivism (or post-positivism) and anti-positivism are two empirical paradigms. 



44 
 

Interpretivism or constructivism, pragmatism, participatory research, and critical theory 

are all normative paradigms. Positivism, interpretivism, and realism are the three basic 

paradigm categories described by Saunders et al. (2018). According to Held (2019) and 

Mertens (2015), qualitative research can be undertaken under a variety of research 

paradigms. Post-positivist, interpretivism (also known as constructivist), transformative, 

and pragmatic paradigms are examples of these. Interpretivist philosophical assumptions 

were drawn from previous studies that were evaluated in Chapter two. As a result, the 

present study has followed suit. 

 

3.2.1. Interpretivism Paradigm 

In the mid-twentieth century, European thinkers used interpretivism to criticise and 

respond to the positivist paradigm's supremacy (Rehman and Alharthi, 2016: Saunders 

et al., 2018). Interpretivism, according to Saunders et al. (2018), critiques positivism from 

a subjectivist perspective, emphasising the fact that individuals are distinct from physical 

things, owing to the meaning they generate. Interpretivism, according to Rehman and 

Alharthi (2016), rejects the idea that there is a one truth that exists independently of our 

senses. 

 

Kivunja and Kuyini (2017), state that, the interpretivism paradigm aims to comprehend 

the subjectivity of people's experiences in the world. Interpretivism delves deeply into the 

area of study to comprehend, interpret, and discover meanings. Individuals' 

understanding of the environment around them is given a lot of weight. According to 

Tombs and Pugsley (2020), the ontological premise of reality is experienced inwardly and 

socially through interaction and the formation of meaning, and it is founded on the 

decisions of those who are connected to it. The epistemological presupposition of 

knowledge, according to Tombs and Pugsley (2020), is to gain insight into the subjective 

meanings humans attribute to physical and social things and the activities they do in 

response to them in a social context. Interviews, ethnography, observation, focus groups, 

action research, and case studies are all part of the qualitative methodology. 
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The interpretivism methodology typically demands participants to understand human 

phenomena rather than the researcher. The goal is to comprehend the phenomenon from 

the view of the participant. Qualitative data is collected over a period using an interpretivist 

approach. The data that is generated is inductive. This suggests that data does not come 

from theories, rather theories comes from data (Rehman and Alharthi, 2016). Interpretivist 

paradigms, according to Tombs and Puglsey (2020), use a qualitative approach to 

comprehending the social world and its social phenomena. It is based on the assumption 

that the social world contains meaningful acts. It implies that to comprehend social 

meanings, researchers must be able to analyse the various meanings that people attach 

to social activities. 

 

The researcher's reason for choosing the interpretivist paradigm for this study is justified 

because it permits the use of qualitative research methods (Tombs and Puglsey, 2020). 

Daniel (2016) describes a qualitative research methodology as "understanding human 

behaviours and views." It aids in the study of human behaviour, attitudes, and beliefs 

concerning the natural world. It entails intersubjectivity, which allows for a dynamic 

interaction between the researcher and the subject of the inquiry. It is non-numerical and 

inductive, with the primary goal of establishing a theory through data analysis. According 

to Saunders et al. (2018), interpretivism allows the researcher to comprehend many 

contexts and meanings, allowing them to experience various socio-cultural realities. 

Interpretivist research aims to comprehend the interpretations of individuals or groups 

regarding the social phenomena they engage with, rather than discovering universal, 

context-free, and value-free knowledge (Rehman and Alharthi, 2016). Interpretivism 

informed the current study, which aimed to investigate the adoption of smartphone 

etiquette in a service-based business. 

 

3.3. Research Approaches 

The three components of a research approach are: philosophical perspective, study 

design, and research methodologies. Appropriate study design and procedures are 

required for the chosen study methodology (Grover, 2015). The term ‘research approach’ 

refers to a method for researching in a methodical manner. There are three main types 
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of research approaches: quantitative (structured), qualitative (unstructured), and mixed 

methodologies (Mohajan, 2017). The quantitative approach (positivist and post-positivist 

paradigms) is a deductive research method for determining the validity of 

presuppositions, which are usually numerical facts (Daniel, 2016). The qualitative 

research (interpretivist paradigm) is an inductive research technique that focusses on 

developing new ideas and generalisations (Patel and Patel, 2019). It focusses on 

contextualising, analysing, and elucidating the participants' points of view (Faryadi, 2019). 

Both inductive and deductive research methodologies are used in a mixed methodology 

approach (pragmatism) (Roller, 2019). People, problems, programs, and phenomena are 

the four p's of research, which are not to be confused with the marketing mix (4p's) 

(Mohajan, 2017). 

The present study used the qualitative methodology to answer the research questions. 

Qualitative research is a technique that seeks to understand human behaviours and 

viewpoints. It is utilised to look at people's attitudes, beliefs, and activism in a real world 

setting. It allows the researcher and the participants to interact (Daniel, 2016). Qualitative 

research focusses on how people make meaning of their natural life experiences in their 

heads. It yields results that are not statistical and hence cannot be analysed with statistical 

approaches (Rahman, 2017). Roller (2019) state that, a qualitative research focusses on 

subjectivity and a detailed grasp of themes, patterns, and data categories. According to 

Patel and Patel (2019), qualitative research focusses on a qualitative process, hence the 

term. This type of research is concerned with human behaviour, views, and feelings. A 

qualitative research aims to illuminate human meanings and the social world complexity 

(Tuffour, 2017). It focusses on the quality of the phenomena rather than the quantity. It 

investigates things in their natural environment and derives meaning from non-numerical 

data (Liu, 2016). Qualitative research allows people who have experienced similar 

occurrences to provide insight into their experiences without being influenced (Alas, 2017; 

Dooly and Moore, 2017). 

The qualitative research is justified because it is similar to the research strategy used in 

various studies that were analysed in the literature review. Qualitative research 

necessitates the use of data collection devices that aid in the gathering of data and the 

comprehension of the problem. In-depth interviews, field notes, focus groups, and 
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observations are examples of these instruments. It aids the researcher in gaining a 

thorough comprehension of the research issue and a better grasp of human behaviour. 

Qualitative data is non-numerical, and the researcher is also a data collector, assisting in 

the gathering of information concerning the topic under investigation. 

Because qualitative data gives theory, the study does not rely on existing data. 

Participants and the researcher create a bond that makes it easy for them to contribute 

to the study (Daniel, 2016). According to Rahman (2017), qualitative research produces 

a detailed depiction of the participants' feelings, experiences, and opinions. Tuffour 

(2017) agrees that using a qualitative method allows researchers to look for unexpected 

patterns and links in a variety of situations. While examining preconceptions regarding 

the study problem and allows the researcher to make a subjective judgment. Empathy, 

flexibility, curiosity, and open-mindedness are used by the researcher to engage 

participants in a way that fosters mutual respect and autonomy, allowing them to provide 

as much information as possible about their experiences in their normal world setting. 

The key justification for using a qualitative technique in this study is to take advantage of 

its strength in collecting raw data and allowing the researcher to interpret that data to 

develop a new knowledge about the research subject. 

 

3.4. Research Design 

The researcher's research design is a method to determine which data will be gathered, 

where the data will be gathered, how the data will be gathered, and how the data will be 

processed to provide answers to the research questions (Gul, 2019). Grover (2015) 

defines research design as an architectural design established by the researcher to 

approach data collecting rationally. This aids in the efficient solution of the research 

problem. According to Grover (2015), the study design is a road map that includes 

collection relevant data, analysis of the collected data, data measurement, interpretation, 

and reporting. Faryadi (2019) agrees that a research design is a guide for conducting a 

study. It establishes the study approach and specifies which data will be collected, as well 

as the technique and methodologies that will be used. It establishes the study's framework 

and organisation. It should include all of the study's components. 
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Boru (2018) believes that in a study, the research design is a procedural activity of data 

collection, analysis, interpretation, and reporting. Boru (2018) believes that the study 

objectives, questions, and design should all be linked. The sampling, validity, and 

dependability of the research findings must all be aligned in the research design. Case 

studies, surveys, action research, and archival research are all examples of research 

designs. According to Burns (2015), action research is a research design that uses 

participatory cooperation to methodically explore a social phenomenon. It contributes to 

a constructive conclusion for the problem by bringing together individuals and generating 

practical knowledge about the situation. According to Mills and Mills (2018), archival 

research is a type of research that entails gathering papers (archives) and artefacts to 

gain a better understanding of a specific group or organisation. It gets its information from 

materials like newspapers and historical texts. Survey research, according to Magliozzi, 

Saperstein, and Westbrook (2016), is a method of assessing current attitudes and 

opinions by sending questionnaires to a well-defined community. This study used the 

case study research design to fulfil its data collection objectives. 

Various writers have different definitions of case study research design. According to Yin 

(2014), a case study is a type of study that focusses on the empirical investigation of a 

real-world event. It placed a greater emphasis on the research rather than the techniques. 

A case study, according to Rashid, Rashid, Warraich, Sabir, and Waseem (2019), is a 

design that helps in the investigation of a situation within a specific setting. It is an 

empirical study that concludes real-life situations by establishing the key feature of a 

single unit. Interviews, observation, focus groups, and documentary analysis are common 

strategies used to gather data in a case study design. Rahi (2017), state that, a case 

study is a documented description of a circumstance. It entails focus groups centred on 

a certain subject. 

Because it is an efficient technique to analyse and understand complicated situations in 

real-time, the case study research design was selected for this study. It has previously 

been used in several social science studies. It is also a suitable design for exploratory 

investigations (Harrison, Birks, Franklin and Mills, 2017). The interpretivist philosophical 

perspective is related to a qualitative research technique in case study research designs. 

The interpretivist approach focusses on the participants' meanings and experiences. The 
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interpretivist paradigm is founded on relativist ontology and subjectivist epistemology, and 

it is the most popular way to socially construct meaning and experiences (Rashid et al., 

2019). The case study research design has been utilised in previous studies by 

Allabouche et al. (2016) and Ibrahim et al. (2014). They investigated the influence of 

smartphones in the workplace using a case study research design. 

 

3.5. Population of the Study 

Asiamah, Mensah, and Oteng-Abayie (2017), defines a population as a generic phrase 

that is widely understood. However, in research, it refers to the specific group that the 

researcher is interested in. Asiamah et al. (2017) go on to say that the research population 

is concerned about the people who would be volunteers in the study with comparable 

characteristics. The population’s characteristics must be linked with the research aims 

and be easily available. In a qualitative study, the population is usually smaller. 

Individuals' eligibility to participate in the study is checked in the population (Asiamah et 

al., 2017). The study involves a group of individuals who share a common interest. (Sa'id 

and Madugu, 2015) The population size should be small, measurable, and imaginable. 

Senior managers and customer service team were the chosen sample to represent 

service-based businesses. Participants were selected using the inclusion and exclusion 

criteria. The inclusion criteria looked at the common elements of the population. The 

exclusion criteria was used to eliminate those who would have hampered data gathering. 

The exclusion criteria was developed based on a review of the study's relevant literature 

and major variables that could have an impact on the research plan (Sa'id and Madugu, 

2015). 

 

3.6. Sampling Procedure 

Gentles, Charles, Ploeg, and McKibbon (2015), state that, a researcher must pick a 

sample from a certain demographic to appropriately answer research questions. Through 

the use of sampling procedures, the sample is selected from a larger population. Alvi 

(2016) defines a sample as a group of people selected to represent the research study's 

population. Participants are the folks who have been chosen. Gentles et al. (2015) go on 

to say that to grasp the notion of the sample, one must first grasp the notion of sampling, 
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which is the process of obtaining a sample. Gentles et al. (2015) defines sampling as the 

collection of data from suitable data sources to answer research questions. According to 

Guetterman (2015), sampling entails several judgments and considerations made during 

the study process. According to Moser and Korstjens (2018), sampling necessitates the 

creation of a sample plan. A sampling plan is a blueprint that directs the researcher in 

terms of sampling method, sample size, and participant recruitment. The qualitative 

sample plan specifies how many interviews, focus groups, and observations will be 

conducted for a qualitative study using a specific sample method. 

There are two sampling methodologies in social science: probability (random) and non-

probability (non-random) sampling. Probability is a sampling approach that ensures that 

everyone in the population has fair opportunity of being selected for the study. The 

researcher can avoid selection bias by using probability sampling. To establish the 

suitability of volunteers, the researcher must first study the population. Random sampling 

is used to reduce subjectivity and bias, as well as to ensure that the population is 

represented fairly. Simple random, stratified random, cluster sampling, systematic 

sampling, and multistage sampling are the five approaches used in probability sampling 

(Taherdoost, 2016). 

Nonprobability sampling, according to Etikan and Bala (2017), is a process that does not 

afford all members of the population a fair opportunity of being selected for the study. 

Participants are not chosen at random, but with a specific objective in mind. Quota 

sampling, snowball sampling, judgment sampling, convenience sampling, accidental 

sampling, purposive sampling, expert sampling, and modal instant sampling are all 

examples of non-probability sampling procedures. 

The sample approaches chosen for this study are convenience and purposive sampling. 

Convenience sampling is when participants are chosen based on their availability 

(Taherdoost, 2016). Because the research uses the opportunity to select participants who 

are easily accessible, it is commonly referred to as opportunity sampling. In comparison 

to other tactics, the convenience sampling technique is less expensive to implement. It 

also necessitates a lot of work in order to use it (Alvi, 2016). A deliberate selection of 

specific individuals offer information that cannot be found elsewhere is referred to as a 

purposeful sampling technique (Taherdoost, 2016). Purposive sampling, according to Alvi 
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(2016), is utilised when the researcher has a specific goal in mind for the participants. To 

prevent adding persons who will aid with the study's objectives, the study's participants 

are predefined. These sampling procedures are coupled to a qualitative research method 

and a case study research design (Datta, 2018 and Patton, 2015). According to Moser 

and Korstjens (2018), qualitative research samples are chosen with care. 

 

3.6.1 Sample Size 

The sample size for this study was determined using Raosoft software from a population 

of 1,000 customer service personnel and managers at the selected business, with a 

margin of error of 3.02 per cent and a confidence level of 90. There are 11 senior 

managers and 256 customer service representatives among the 267 people in the sample 

(Ijumba, 2016 and Guetterman, 2015). 

 

Table 3.1: Sample Size for the Study  

KZN-NBG Employees 

 Total population of the 

study 

Sample 

size 

Actual 

number 

interviewed 

 1,000 267  

Senior managers  11 10 

Customer service employees 256 189 

 

The sample for this study was chosen using a non-probability sampling technique. Senior 

managers were chosen as participants using a purposive sampling technique. In this 

sampling technique, a researcher select participants for a specific goal using a purposeful 

sampling approach. Customer service representatives were sampled using a 

convenience sampling approach. Participants who were available and simple to reach 

were chosen using the convenience sampling approach. The sample was chosen based 

on their availability due to a large number of customer service employees (Moser and 

Korstjens, 2018). 
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3.7. Data Collection Techniques 

In a qualitative study, data can be gathered through three methods: interviews, focus 

groups, and observation. Qualitative research necessitates a large amount of data that 

allows the researcher to identify themes and draw conclusions after a thorough 

examination (Barrett and Twycross, 2018). Participants' perceptions, ideas, perspectives, 

and replies were collected through focus groups and interviews in this study. 

A focus group is a small group of people who have similar interests and qualities 

(Evaluation Briefs, 2018). Participants offer their perspectives and experiences related to 

the study's topic (Canals, 2017). Focus groups, according to Barrett and Twycross (2018), 

are a data-gathering strategy that involves a small group of participants (usually 6 to 12) 

to obtain opinions and experiences related to the subject or research objectives. This plan 

allows the researcher to collect information about the participants' experiences and 

perspectives at the same time. Kabir (2016) acknowledges that focus groups allow 

homogeneous people to debate a topic in small groups of no more than 12 people. The 

purpose of the conversation is to encourage participants to share their thoughts, opinions, 

ideas, and attitudes concerning the research topic. The information gathered through 

focus groups is qualitative and cannot be measured using numerical measurements. 

Data from focus groups is gathered through semi-structured interviews (Kabir, 2016). To 

ensure that no deviations from the subject are made during focus groups, each research 

topic requires an interview guide (Evaluation Briefs, 2018). The facilitator takes on the 

role of the group leader by establishing an environment that encourages participants to 

express themselves by sharing their thoughts and opinions on the topic (Canals, 2017). 

The focus group session should not last more than 90 minutes. To effectively facilitate 

the group, the facilitator must have a wide variety of abilities, including carefully 

facilitating, listening, regulating, and assessing the session. The researcher's 

comprehension of the issue is enhanced by the knowledge generated by the participants 

in focus groups (Kabir, 2016). Focus groups, according to Barrett and Twycross (2018), 

allow a group of people to discuss the same issue as a unit, which leads to a debate, and 

debate leads to well-formed opinions about the subject from many perspectives. A good 

focus group session, according to Evaluation Briefs (2018), necessitates planning, which 

begins with a focus group guide. The group guide is made up of questions that will drive 
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the group's conversation and will serve as a blueprint for how the session will be run. The 

selection of study participants who meet the focus group's requirements is then done 

using the focus group guide. Participants must have similar personality traits. The 

thoughts, experiences, and attitudes of customer service employees were collected 

through focus groups in this study. And a focus group is a convenient way to ensure that 

data is collected adequately and on time.  

 

Interviews are a type of data gathering procedures in which the facilitator and the 

participant converse face to face. Interviews give you a lot of information about the 

research issue. Interviews allow the study to collect thorough information about people's 

opinions and impressions of the situation (Barrett and Twycross, 2018 and Corona, 2017). 

Interviews can be conducted both electronically and manually. The barriers of location 

and travel are removed with a digital interview. In terms of structure, there are different 

types of interviews. Structured, semi-structured, and unstructured interviews are all 

possible (Kabir, 2016). The ten senior managers of the selected service-based firm were 

interviewed using a semi-structured interview style to get data regarding their thoughts 

and views on the subject. The nature of a semi-structured interview is qualitative. It 

ensures that critical data is obtained while also affording the interviewer and participant 

flexibility in terms of clarification and question addition (Barrett and Twycross, 2018). 

According to Kabir (2016), a semi-structured interview is formal and comes with an 

interview guide that lists the questions that will be presented in a specific order throughout 

the interview. Even if it was not on the list of questions, the interviewer can enable further 

discourse that contributes to the research. When the researcher only has one opportunity 

to interview the participant, semi-structured interviews are beneficial. 

 

3.8 Validity and Reliability of Instrument 

In a social science study, developing and evaluating the methods used for data collecting 

is critical. The tools used to assess the data gathering instruments are validity and 

reliability. These tools vouch for the validity of the research findings (Vakili and Jahangiri, 

2018). The degree to which an instrument measures what it was designed to measure is 

referred to as validity. In a qualitative investigation, validity relates to the instrument's 



54 
 

trustworthiness and dependability (Mohajan, 2017). There are four categories of validity, 

according to Souza, Alexandre, and Guirardello (2017): content validity, face validity, 

construct validity, and criteria validity. The validity, according to Vakili and Jahangiri 

(2018), refers to the instrument's accuracy in measuring what it was supposed to 

measure. This is commonly referred to as a ‘holy trinity’. The interview and focus group 

frames were subjected to content validity testing before the interviews and focus groups 

to guarantee the lack of grammatical errors, ambiguity, and to guarantee that the 

instrument measured what it was meant to measure. Content validity is a method for 

determining whether or not beliefs, behaviours, and experiences are accurately 

measured. The instrument does not require any statistical tests to be validated. It allows 

for the modification of unclear and less clear questions, as well as the removal of 

questions that do not produce good results (Mohajan, 2017).  

 

The consistency of the instrument's results is referred to as reliability, which emphasises 

consistency and dependability. In qualitative research, dependability refers to how 

consistent, stable, and repeatable an instrument is (Mohajan, 2017). According to 

Taherdoost (2020), dependability is the ability of an instrument to generate consistent 

results even when it is utilised at different periods and by different people. The test-retest 

reliability instrument was utilised in this study to assess internal consistency. This was 

accomplished by conducting a pilot study on a selected service-based firm. Pilot research, 

according to Gani, Rathakrishnan, and Krishnasamy (2020), is required to ensure 

reliability. It is a preliminary test of the research instrument before it is finalised. It aids the 

researcher in detecting problems early on and making required equipment changes. Due 

to the homogeneity of the participants, this study used a semi-structured interview frame 

that was pre-tested on 20 customer service employees from the service-based business 

and three senior managers from the same department (Vakili and Jahangiri, 2018). After 

undergoing a pilot study, the interview frame was revised to provide greater clarity. Before 

it was finally used for data collection, additions to questions were made to ensure they 

got responses that met the study's objectives.  
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3.9. Data Collection Procedure 

The data-gathering technique explains how the data for the study was acquired. It 

explains how the researcher conducted the focus groups and interviews. According to 

Gani et al., (2020), after the interview frame has been pilot tested, adjusted, and the 

sample has been chosen, the next step is to gain access to the sample. A month before 

data collection began, the researcher spoke with the chosen company over the phone to 

ensure that everyone was on the same page and understood the scope of the study. 

Before the start of the study, the selected business gave the researcher permission to 

perform the research. This was in response to the researcher's request for permission to 

research the customer service department by letter. The researcher was permitted by 

management to plan an online meeting with potential participants via junior managers to 

obtain their approval to participate in the study. The study's entire sample agreed to 

engage in interviews. Senior management was chosen initially, followed by the customer 

service personnel for an interview and focus groups, and the researcher followed the 

following ethical procedure:  

 Prior the commencement of the interviews, all participants signed an informed 

consent letter. 

 The study’s objectives were shared will all participants. 

 The nature of participation was explained to everyone.  

 Participants were shown the approval letter to conduct the study. 

 Participants were shown the ethical clearance to legitimise the data gathering 

process. 

Each interview received 30-60 minutes to provide time for follow-up questions, while focus 

groups received 60-90 minutes. Individual telephonic interviews were conducted with all 

senior executives. To enable good communication and involvement, the customer service 

team was divided into twelve groups. The research assistant took notes on the interviews 

and also recorded the audio digitally. The assistant's notes were transcribed with the 

recorded interviews. Setting up the data collection method was difficult for the researcher. 

The researcher was unable to begin data gathering since the chosen business was 

occupied with external audits. 
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3.10. Data Analysis 

The term ‘data analysis’ refers to the process of making sense and interpreting data 

received from the study's sample (Salleh, Ali, Yusof and Jamaluddin, 2017). A thematic 

analysis was used to organise and code the acquired material. According to Salleh et al. 

(2017), theme analysis allows researchers to gather qualitative data such as the study 

sample's experiences, perspectives, and expertise. The researcher examined the 

interview transcripts carefully and coded data based on thematic material from the 

responses. 

 

Table 3.2: Data Sources and Data Analysis Strategies 

 

 Research Questions Approach  Data Sources Data Analysis 

Strategy 

1 
What is the extent of the use of 

smartphones by senior 

managers and customer 

service staff in a service-

based business? 

Qualitative Interview 

Focus Groups 

Thematic 

analysis 

2 What is the perceived impact 

of smartphone usage on 

productivity and profitability in 

the workplace by customer 

service unit? 

 

Qualitative Interview 

Focus Groups 

Thematic 

analysis 

3 Can the adoption of specific 

smartphone etiquette 

approaches be used to 

improve production and 

profitability in service-based 

business? 

Qualitative Interview 

Focus Groups 

Thematic 

analysis 

 

3.11. Ethical Considerations 

Every study necessitates the utmost level of honesty. It adheres to a code of ethics or 

conduct that the researcher uses as a guide when working with participants (Daniel, 
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2016). The need for critical thinking demands the researcher to inform participants about 

their role in the study. This is done to preserve the participants' anonymity and ensure 

that they are not coerced into participating in the study. Consent forms and information 

sheets are used to do this (Rashid et al., 2019). The code of ethics prohibits researchers 

from misrepresenting results or engaging in dishonest methods while doing research. 

Because there is engagement between participants and the researcher in an interpretivist 

study, privacy is crucial. The researcher must follow research ethics guidelines (Kivunja 

and Kuyini, 2017).  

 

The researcher followed the rules of research ethics. All research ethical procedures at 

the University of KwaZulu Natal were followed. The ethical clearance from the University 

of KwaZulu Natal ethics committee was acquired before the start of data gathering 

process. All study participants were given an informed consent form that explained the 

importance of the study and its goals, as well as the fact that participation was completely 

optional. All respondents were guaranteed anonymity and secrecy. The manager in 

charge of the customer service department provided permission to perform the study to 

the selected business in writing. 

 

3.12. Summary  

The systematic procedure of conducting research is known as a research methodology. 

Every study adheres to a specific paradigm. A paradigm is a set of norms, beliefs, and 

laws that control how things should be done in a certain situation. The methodology to be 

employed is determined by the study paradigm chosen. The research design employed 

is informed by methodology. The strategies for gathering data should be in line with the 

methodology, which is in line with the paradigm. In a qualitative study, the interpretivism 

paradigm is frequently adopted because it allows the researcher to analyse the 

participants' beliefs, experiences, and perspectives. Interviews and focus groups are 

used to collect data, which are linked with the qualitative study research design. 

Interviews and focus groups are data collecting tools that must be evaluated for validity 

and reliability to acquire the data they were designed to capture and to verify that they 

can be repeated even when used by different people at various times for the same group. 
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Research is governed by ethics, and the research must be conducted in an ethical 

manner to ensure the study's legitimacy and the safety of the participants. 
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CHAPTER FOUR 

DATA ANALYSIS, PRESENTATION, AND INTERPRETATION OF THE RESULTS 

4.1. Introduction 

The fourth chapter focusses on the analysis of data and presentation of the results on the 

adoption of smartphone etiquette in the workplace in service-based business. The case 

of the Pietermaritzburg National Botanical Gardens. The researcher used data analysis 

to fully address the study questions. According to Akinyode and Khan (2018), qualitative 

data is carefully analysed to conclude accurate interpretation of findings. According to 

Evaluation Briefs (2018), data analysis is divided into steps that begin with data review 

and reduction, data arrangement or transcribing, data coding, and data interpretation. 

 

According to Hiratsuka (2018), gathering data is only the start of the research process; 

data must be transcribed from audio to text in order to be processed and analysed. 

Estrada and Koolen (2018) agree that when a qualitative study uses audio-visual 

equipment to collect data, the data must be converted to text, a process known as 

transcribing. According to Akinyode and Khan (2018), when data from interviews and 

focus groups is collected manually and recorded using a script and record sheet, the data 

must be registered. This is commonly referred to as data documentation. This is similar 

to transcribing; however, it only works if the data was not gathered by audio-visual means. 

This aids the researcher in capturing feelings, thoughts, sensations, and insights 

concerning the subject of study. 

 

After the data has been collected, it must be coded. Coding is defined by Akinyode and 

Khan (2018) and Vaismoradi and Snelgrove (2019) as the process of categorising data 

into comparable themes. For ease of processing, the researcher collects data and 

organises it into certain categories. This is where the large data is reduced to manageable 

and helpful amounts. According to Castleberrya and Nolen (2018), the data collected is 

meaningless unless it is interpreted. This is the step where the researcher uses the coded 

data to make conclusions. This process can begin as soon as the data has been collected 

and is available. 
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The aim of the study was to look into the adoption of smartphone etiquette in the service-

based business. Data was gathered through qualitative research techniques. Data was 

transcribed to text utilising a smartphone (calls and teleconference calls) to conduct 

interviews and focus groups. On the datasheet, the manual information was recorded. 

The data was then organised, segments were found, and diagrams and tables were 

created using the theme analysis. The research questions serve as a framework for this 

chapter's organisation. 

 

4.2. Response or Participation Rate 

According to Frey (2018), the participation rate is the number of individuals who 

participated compared to the total sample size. The response rate is frequently used to 

assess the study's data quality. If the response rate is poor, it can lead to nonresponse 

bias and compromise the study's validity. In a sample of 267 customer service employees, 

199 were interviewed in both interviews and focus groups utilising a semi-structured 

interview method. There was a 75 per cent response rate. The study recruited 11 senior 

managers to engage in the study, and ten of them agreed to do so. A total of 189 

individuals from customer service took part in the focus groups. These response rates 

were deemed to be a good representative of the study's population (Frey, 2018). Because 

the study was approved by senior managers and consent letters were signed and 

explained to participants before data collection, the response rate was high. This placed 

participants at ease and made them highly accepting of the study. 

 

4.3 Respondents’ Demographic Profiles 

The demographic information of the respondents is presented in this section. This 

includes information such as age, gender, racial origin, and work title. 
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Graph 4.1: Age Range 

 

The South African Labour Guide (2019) established a general age of 15 years for 

employment and a minimum age of 18 years for hazardous work (16 under strict 

conditions). It established that the early retirement age starts from 55 years and late 

compulsory retirement is at 65 years. The age range of this data presentation is adapted 

from the prescriptions of the South African Labour Guide and Labour relations Act. The 

analysis of the data informs us that there were zero respondents between the ages of 15-

20. There were 25 respondents between the ages of 21-25, 40 between the ages of 26-

30, 35 between the ages 31- 35, 45 between the ages 36-40, 22 between the ages 41-

45, 16 between the ages 46-50, 8 between the ages 51-55, 5 between the ages 56-60, 

and only 3 between the ages 61-65. The analysis informs us that the respondents 

consisted of 100 youth employees between the age of 15-35 and 99 employees that were 

beyond the youth category as categorised by the department of labour. This indicates a 

balance between the work experiences of the respondents. 
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the country, where black Africans make up the majority of the population, followed by 

Coloureds, Whites, and Indians, according to Statista Research Department (2019). 

Although the number of Indians is substantially higher than that of Whites, the study's 

conclusions are unaffected. There is a good mix of racial backgrounds among the 

respondents. 

Graph 4.4: Work Title 

 

The work title distribution is depicted in Graph 4.4. The data reveals that 55per cent 

(N=189) of the respondents were from the customer service team, and five per cent 

(N=10) were customer service senior managers. Further analysis of the demographic 

data reveals that all the participants are customer service employees. As a result of the 

significant combination across demographics, the data gathered can be considered 

reliable for this study.  

4.4 Research Question-Driven Data Analysis 

The interviews and focus groups results are presented in this section, which is based on 

the research questions that were researched. The outcome is seen in the data presented 

below. For easy understanding of the presented data, frames are coded with M and F. M-

frames represent the senior management data and F-frames represent the entire 

customer service employees.   

Work Title

Senior Managers Customer Service Team
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The extent of the use of smartphones by junior managers and customer service 

staff in a service-based business 

4.4.1 Introduction of Smartphones in the Workplaces 

I would like to get your view on how smartphones have changed the operations in the 

Workplace. 

Table 4.1: Theme 1 

Themes  Number of Responses  

 Negative change   104 

 Positive change   91 

An opportunity for 1 

 

Research question one attempted to establish the degree of the use of smartphones by 

senior managers and customer service team in a service-based business. The thematic 

analysis was used to find the extent to which smartphones are used. 52 per cent (N=104) 

of participants had negative comments about how smartphones have changed the 

workplace and 46.4 per cent (N=91) of participants have positive views while 0.6 per cent 

(N=1) of participants saw an opportunity. 

The findings reveal that respondents view the use of smartphones at work as having a 

positive and negative change. They believe that smartphones have improved 

communication, collaboration, and work speed at the workplace. Majority of respondents 

perceived smartphone usage to have negative impact such as distraction and work 

neglect caused by social media. 

 “In my view smartphones in our customer service department have changed a lot of 

things. They have made it easy for us senior managers to communicate with our teams 

and convey information” M1. 

 

“They have changed a lot of things like how we communicate, how we interact with clients, 

and we share certain information in the workplace” F1. 
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“They have changed the way employees communicate at work and the way they socialise 

at work” M2.  

 

“People are no longer confined to the office. Smartphones are equipped with features that 

give access to everything one needs to do their business with. This has made it possible 

for remote work to become a reality for many” F3. 

 

 “Smartphones have changed our work in many ways. As one of the youth-based 

managers' smartphones are used for different things that help us communicate better. 

We have social groups where we share work-related matters and also debate about the 

best ways to deal with certain activities” M7. 

 

While some other, respondents view the use of smartphones at work as bringing a 

negative change. They see it as a nuisance, and a distraction in the workplace. 

 

“Smartphones have changed the way workers conduct themselves at work. Smartphones 

are becoming a nuisance at work” F9. 

 

“The smartphone has disrupted the workplace through non-work-related activities” M3. 

 

“Well, there are numerous distractions in the workplace related to cell phones, which has 

a bad impact on and disturbs the focus of many employees. We've all experienced it: an 

incoming phone call, text message, or social media notification causes our smartphone 

screen to light up, vibrate, or ring” F2. 

“Smartphones have increased the job for managers because instead of supervising work, 

one has to supervise whether or not people are working instead of being on their 

smartphones. Work has become a digital jungle with addicted employees” M4. 

 

“But on the negative side, other people get addicted to their smartphones, spend more 

time on social media and neglect their work, others are less focussed” M6.  
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"One respondent believes that smartphones presents an opportunity to grab for 

businesses otherwise the company can lose out. “People today are different than they 

were ten, or even five, years ago, whether you like it or not. Smartphones are rapidly 

transforming the way we work, and any organisation that fails to understand this will be 

left behind. Smartphones are the way to go when it comes to revolutionising business 

processes” F4. 

 

The findings of the study revealed that, a majority of participants (52%) believe that 

smartphones have harmed the workplace. While 46.6 per cent of the population believes 

that smartphones have brought about good changes. A 0.6 per cent perceive the 

possibility of balancing both unfavourable and good changes as an opportunity. The 

findings demonstrate that, while there are differing perspectives on how smartphones 

affect the workplace, the vast majority feel that it causes more harm than good. 

 

Discussants’ perceptions of smartphones in the workplace, what is the extent of 

the use of smartphones by senior managers and customer service staff. 

Table 4:2 Sub-Theme 1 

Themes  Number of Responses  

 Very high    199 

 

The amount of smartphone use by senior managers and customer service workers was 

investigated through interviews and focus groups. Participants were asked to share their 

opinions on the extent to which junior managers and customer service representatives 

utilise smartphones. According to the results of the theme analysis, 100 per cent (N=199) 

of respondents had the same opinion on the extent to which smartphones are used in the 

workplace.  

“The entire group agreed that there is a high use of smartphones in the workplace” F9.  

“The use is very high; everyone has a smartphone, and everyone engages in their 

smartphones. Although it is not easy to say what exactly they are doing in each you find 

them on their phones” M8. 
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“The rest of the respondents agreed that there is a high use of smartphones” F12. 

 

“But every employee has a smartphone now and they use their smartphones often” M2. 

  

These findings show that 100 per cent of respondents agree that all customer service 

representatives, including senior managers, use their smartphones. Although people use 

smartphones for a variety of reasons, including personal work and non-work activities, 

the data reveals that they have a high level of engagement or use of smartphones. 

 

The perceived impact of smartphone usage by customer service employees on 

productivity and profitability in the workplace 

 

4.4.2 Impact of Smartphones in the Workplace 

 

I would like to get your view about the perceived impact that smartphones have on 

employees' performance/ production and organisational profitability in your 

workplace. An example will be given about the meaning of profitability, production, 

and performance. 

Interviewer’s explanation of terms: For the sake of this interview context, by the 

performance, we refer to employee targets and deliverables. In addition, by productivity, 

we refer to the organisational output on customer service, and by profitability; we refer to 

its growth or less growth in the organisation. 

Table 4.3: Theme 2 

Themes  Number of Responses  

Negative impact 112 

Positive impact   84 

Neutral   2 

Not easy to quantify productivity 1 
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The second research question aimed to ascertain customer service employees’ opinions 

on how smartphones affect workplace productivity and profitability. The perceived impact 

of smartphones on productivity and profitability was determined using theme analysis. 

According to the findings, 51 per cent (N=112) of participants saw a negative impact, 42 

per cent (N=84) saw a good influence, and 5 per cent (N=1) respondents stated that the 

impact is difficult to quantify. One per cent (N=2) of participants remained neutral. 

   

The findings reveal that a number of respondents perceive the impact of smartphones on 

productivity and profitability to be negative. They believe that it causes distractions that 

delay work processes and negatively impact performance. 

 

 “Smartphones do not help employees perform better instead, it actually delays their 

progress, since there are many distractions, addictions to a certain platform. That 

contributes to the low productivity and profitability of certain groups within the business. 

Smartphones cannot be cited as the only contributor to poor performance, there are other 

factors, but smartphones are the leading one nowadays” M5. 

 

“Smartphones have caused the dip in performance of employees and so is productivity 

and they are chaos for supervision” F11. 

 

“Smartphones have an impact on the performance of individual employees. Employees 

are easily distracted, less focussed, slacking affecting the individual customer service 

output” M2. 

“Personally, there is nothing that a smartphone is doing to help my performance. I believe 

it can only delay my activities since it is hard to ignore a message coming on your phone, 

just because you are busy with work. Worse if that message can be read on top” F2. 

 

“I believe that smartphones decrease productivity while at the office. Smartphones do not 

contribute to the positive performance of the employees. They have a negative impact 

due to distractions and interruptions. This affects the production and profitability of the 

business” F7. 
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Other respondents believe that smartphones have a positive impact on productivity and 

profitability. They believe they help employees to perform better and faster especially 

since there is COVID-19. 

“Smartphones help employees to perform a small portion of their work. In the aspect 

where smartphones are usable, the performance becomes high” M7. 

 

“Smartphones help employees to perform their tasks better and when that happens the 

production grows so is profitability” M6. 

 

“In my view smartphones help me perform my duties faster and better. I can type faster 

on my smartphone than on my laptop. I believe smartphones lead to better productivity in 

the workplace. Specifically, since there is COVID-19. No one can say they have not done 

anything through their smartphones entirely during the new normal” F6. 

 

“In terms of productivity, it is not easy to quantify the impact since the output is measured 

by the collective effort, and there are many other factors that can affect the output and 

profitability other than smartphones” M2. 

 

One respondent was neutral on the impact of smartphones on productivity and 

profitability. “I am neutral on this one because my mind is more on the future than now” 

F1. 

 

According to the data, the majority of participants (51%) believe smartphones have a 

negative impact on business productivity and profitability. Smartphones were seen as 

having a favourable impact by 42 per cent of participants. Only one per cent of participants 

were undecided, seeing both positive and bad effects from smartphones, while 0.5 per 

cent believe their impact cannot be assessed.  
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What do employees use smartphones for in the workplace and for how long during 

working hours? 

Table 4.4: Sub-Theme 2a 

Themes  Number of Responses  

 Social media 137 

Work related activity 59 

Hard to monitor 3 

2 to 7 hours 199 

 

This sought to understand the amount of time that employees spend on their 

smartphones. The findings reveal that 68.5 per cent (N=137) of participants saw social 

media as the activity that occupies employees, while 14.5 per cent (N=59) of participants 

saw work-related activities as what occupies employees and 1.5 per cent (N=3) of 

participants could not monitor what do employees use smartphones for. All respondents 

gave different hours that are spent by the employees on the smartphones and the majority 

of respondents gave hours between two to seven hours. The majority of respondents 

believe that social media is what consumes most of the employees' time. While others 

add that news, lengthy calls, and streaming are what consume some of the time as well. 

The usage range between two to five hours per day. 

 

“Employees use smartphones on social media, the biggest problem at work. Others make 

lengthy calls since most employees have contract phones which enable them to make 

calls non-stop and other use smartphones for reading the sports news, breaking news, 

and other stream things online” M3. 

 

“Mostly on social networks and they spend around five hours” F7. 

 

“Employees often use them for social media and watching statuses, other watches 

YouTube since work computers are monitored…. since these sites are the thing these 

days. Others communicate with people that not at work and discussing issues that are 
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not work-related. It is very rare to see a smartphone used for a work-related matter at 

work since our PCs have internal chatting platforms like teams” M2. 

 

“Yoh maybe four hours is about right if you add all the little breaks” F2. 

 

“Most of it on social media” F11. 

 

Other respondents believe that smartphones are used for work-related activities such as 

communication, collaboration, work processes, and for convenience to clients. The usage 

is between three to five hours per use. 

“Smartphones are used for work-related matters like emails, communication, 

collaboration, and we spent almost three to four hours” F15. 

 

“Employees may use their smartphones for four hours at most, mostly on work-related 

processes” F8. 

 

“Employees spent maybe three to five hours on their smartphones dealing with clients, 

engaging in business solutions, leveraging business opportunities, and dealing with 

suppliers. They use calls, WhatsApp, teams, zoom, and other special applications for 

scanning documents” F5. 

 

Other respondents believe that the number of hours depends on whether one is working 

from the office or from home and the hours differ based on these elements. When working 

from home hours are more and when working at the office hours are less. When working 

from home hours are between three to four hours per day and when working from home 

hours are between six to seven hours per day. 

 

“I believe that smartphone usage depends on where and when. When the work is remote 

even six to seven hours is possible, but when at the office three to four hours is correct” 

F3.  
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The above findings indicate that majority (68.5%) of the employees believe that most of 

the time is consumed by social media at work. This consumes between three to four hours 

on average per employee per day. This constitutes half of the hours worked in the eight 

hour shift. 14.5 per cent view that employees spend their time on smartphones for work-

related activities such as email, communication with clients, and collaboration with each 

other. They believe that in general employees spend three to four hours per day if they 

are working at the office and six to seven hours if they are working from home or remotely. 

1.5 per cent of respondents deemed the monitoring of the impact of smartphones as hard 

and unquantifiable.  

 

4.4.3 Policy  

I want your view about the policies that govern the use of smartphones in your 

workplace. 

 

Table 4.5: Sub-Theme 2b 

Themes  Number of responses  

 Policy can help 169 

Inclusive policy   2 

Policy not necessary   3 

Prohibition  14 

No prohibition  9 

Flexible policy   5 
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No policy existence 199 

 

The purpose of this question was to find out what the respondents thought about the 

policies that govern the use of smartphones in the workplace. 84.5 per cent (N=169) of 

people think the policy will help them manage their smartphones in the workplace. 

According to 1 per cent (N=2) of respondents, the policy should be inclusive. The policy, 

according to 1.5 per cent (N=3) participants, is unnecessary. Only prohibiting the use of 

smartphones, according to 7 per cent (N=14) of participants, is the only policy required. 

The policy should not be prohibiting according to 4.5 per cent (N=9) of respondents. 2.5 

per cent (N=5) of people think the policy should be flexible. All 199 respondents agreed 

that there is no policy that manages the use of smartphones in the workplace. The 

majority of the participants believe that having the policy can help to manage the use of 

smartphones in the workplace.  

 

“We do not have a policy and it would be nice to have the policy to regulate the use for 

everyone. Even those that are using it for work” F13. 

 

“We currently do not have a policy on smartphones, but it would be nice to have one” F1. 

 

“The policy will help to manage the use of smartphones is it for personal or work use, but 

the policy should be inclusive in a manner that it does not only focus on assumed negative 

impacts but also on positives” F1. 

 

“We need the policy to handle smartphones, but it needs to be comprehensive, so it 

doesn't just focus on the bad consequences, but also on the benefits” F16. 

 

“We currently don't have a policy on smartphones, but I think a policy on smartphones 

will help to regulate smartphones in the workplace, especially to ensure the safety and 

security of the work systems and documents” F7. 
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“There is no policy that to regulate the smartphone in the workplace. Policies can help to 

manage the use of smartphones in the workplace” M3. 

 

“I believe that the policy is required but it should be flexible to allow the use and does not 

prohibit the use” F9. 

 

Other respondents believe that the policy is unnecessary and that the prohibition policy 

is the only policy that can function better. They feel that regulating smartphones is difficult, 

especially when they are owned by employees. The employer must buy smartphones 

then regulate them. 

 

 “Well having a smartphone policy will never work, because employees are already using 

their phones for work reasons. If the employer wants to regulate it, there will be a need to 

buy these smartphones for employees than regulate them” M6. 

 

“Well, policies to manage the use of smartphones in the workplace would be nice to have, 

but the practicality of their use will prove to be hard because smartphones are personal 

phones. The policy can only work if it prohibits the use. Cause people always sneak in 

and open their socials anytime if those apps are still in their smartphones” M10. 

“I don’t believe smartphone policy is required unless if the smartphone was issued by the 

employer. Policy is not necessary, because one can’t tell what I am doing on the phone 

when I use it unless if there will be a policing committee” F3. 

 

“I believe that prohibiting the use of smartphones is the best policy that can be adopted 

to make employees get back to their normal working hours” F5. 

 

One respondent believes that smartphones were never integrated as the working tools, 

which automatically means the only policy is prohibition.  

 

“There is no policy on smartphones in particular because they were not part of the working 

tools. You can't regulate something that should not be existing in the first place. Maybe 
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we need a prohibition policy. But we are in government and policies are not as easy to 

make as in the private sector. Everything is unionised” M4. 

 

The other respondent believes that a distinction between prohibition and regulation needs 

to be regulated because smartphones are existing and have positive attributes. This 

means they are the progression of the old way of working. 

 

“Policy is important, but we must remember that regulation and prohibition are two 

separate things. If the policy allows use, I am for it but if it prohibits then it hinders 

progression” F7. 

 

The findings above show that all the participants were in agreement that the organisation 

does not have a policy that manages the use of smartphones in the workplace. Findings 

further show that the majority (84.5%) of the participants believe that the policy to manage 

the use of smartphones in the business is necessary. One per cent of the respondents 

believe that the policy should be inclusive for everyone, and it should not be one-sided. 

However, 1.5 per cent of respondents believe that the policy is not necessary to manage 

smartphones in the workplace. Seven per cent of respondents believe that a good policy 

should be a policy of prohibiting the use of smartphones in the workplace. While 2.5 per 

cent of the participants believe that the policy should be flexible and considerate of the 

operations. It should not only look at the negative impacts but also at the positive impacts.  

 

The adoption of specific smartphone etiquette approaches be used to improve 

production and profitability in service-based business 

 

4.4.4 Adoption of Smartphone Etiquette 

I would like to have your view about the adoption of specific smartphone 

etiquette approaches to improve production and profitability in your workplace. 

An explanation of adoption and etiquette will be given in the context of this 

research. 
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Table 4.6: Theme 3 

Themes  Number of Responses  

 Etiquette can help 150 

 Etiquette not needed   9 

Regulated etiquette 27   

Company’s smartphones 4 

As long as not being monitored 4 

Prohibition  7 

 

The purpose of this question was to find out how respondents felt about the usage of 

specific smartphone etiquette practices to boost service-based business’ production and 

profitability. According to the findings, 150 respondents felt that smartphone etiquette can 

assist in the management of smartphones in service-based business. Nine people say 

that the adoption of smartphone etiquette is unnecessary, 27 people believe that proper 

smartphone etiquette is necessary but think it should be regulated, and four respondents 

agree that the organisation should purchase smartphones for its staff so that proper 

etiquette can be followed. Four respondents agree that manners can help as long as their 

privacy is not violated, while the simplest solution, according to seven respondents, is to 

prohibit the use of smartphones in the workplace. 

Some respondents believe that the adoption of smartphone etiquette is necessary. Others 

believe it can train people how to use their smartphones in the workplace, while others 

think it should be married with the case-by-case policy whereby the use should be allowed 

based on the merits of each case. Other respondents believe that etiquette is necessary 

and should come in a form of reasonable use.  



77 
 

 

“I agree that adopting a certain smartphone etiquette in the workplace will help to manage 

the use of smartphones. Even where things are not going well in terms of performance, 

the guideline will help to give direction at work” F9. 

 

“This is a long-overdue thing. We can't say people should not have smartphones, but we 

need to regulate them to improve production. Adopting the smartphone etiquette 

approaches will help in one way or the other” F1. 

 

“Smartphone etiquette approaches can help to educate and train people on how to use 

smartphones in the workplace. Staff needs to be trained on these matters and be given 

guidelines about the use of smartphones. Smartphone etiquette approaches can help a 

lot to manage use like adopting a case-by-case policy, where use is judged by its own 

merits and from individuals e.g., like people who are always talking to their clients. The 

adoption of smartphone etiquette is the only way in my view since everything requires to 

be managed like adopting a reasonable use policy” F2. 

 

Others argue that smartphone etiquette can only be effective if the employer purchases 

smartphones for the staff because controlling use may include monitoring specific 

software activity on the smartphone, and employees would not want their personal 

phones monitored by the IT department.  

 

“The approaches to regulate the use of smartphones or guidelines to use can only work 

if the employer is owning the smartphones. Other than that, the only prohibition will be 

the solution” M7. 

 

“Etiquette approaches will be welcomed but remember the fact that something has the 

Do’s and don’ts does not mean people will comply. The best strategy will be to issue 

smartphones and IT can regulate the use of those and prohibit the personal ones” M10. 
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“The company needs to allow employees to use their smartphones freely. If they fear that 

the policy will result in negative consequences, they can promote employees’ autonomy 

by giving them companies’ Smartphones that can be controlled by IT” F3 

 

Other respondents say that smartphones are difficult to manage, and that smartphone 

etiquette will fall short because individuals constantly break norms and rules. They believe 

that in order to keep employees from being distracted, employers should eliminate 

opportunities for them to engage in distracting activities.  

 

“Etiquette approaches are not easy, because they will still require monitoring. So, for 

example, how many people have been told not to use the internet for social media at 

work, but still, they do and there is a policy for that. Only when they are caught where it 

gets seriously monitored, but before they get caught, how much time has been lost before 

that. The best approach is to buy smartphones for employees and remove everything that 

will be a distraction and prohibit the use of personal smartphones. This can only work if 

the working environment is getting digitised” M9. 

 

 

Others disagree, believing that smartphone etiquette is unnecessary. Employers must 

focus on the aim and the outcomes; only if these are harmed, should an investigation be 

conducted to deal with those individuals. The etiquette may be of assistance to individuals 

who are bothered by their devices. 

 

“As long as people are hitting their targets, why should the boss concern themselves 

about a bit of texting or Facebooking in the workplace? Etiquette can work for those that 

need it only, but for some of us, it will not matter and might hinder our way of working 

especially if the targets are met continuously” F4. 

 

The findings inform us that the majority (75%) of the participants believe that certain 

smartphone etiquette approaches can assist to improve the productivity and profitability 

of the service-based business. Some 4.5 per cent of the respondents believe that 
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smartphone etiquette approaches are not required to manage smartphones in the 

workplace, 13.5 per cent believe that smartphone etiquette approaches are required but 

it should be regulated etiquette, and two per cent of the participants believe that the 

company should buy employees’ smartphones to be able to regulate their use. Two per 

cent believe that smartphone etiquette approaches can be welcomed if it does not 

constitute monitoring personal smartphones due to privacy, and 3.5 per cent believe that 

the only smartphone etiquette approach that can be effective is the prohibition of the use 

of smartphone during working hours. 

 

4.5 Summary of Findings 

This chapter analysed data and presented the results of the research questions that were 

looked into. The findings showed that 85 per cent of the respondents were from customer 

service and 5 per cent were customer service, senior managers. The findings, in relation 

to the research question, indicated that 104 respondents believe that smartphones are 

negative in the work, 91 respondents believe the opposite, and one respondent neither 

believes on whether they are positive or negative but rather view an opportunity to be 

seized through smartphones in the workplace. On the follow-up discussant question, 

which focussed on the perception of the extended use of smartphones in the workplace, 

by senior managers and customer service staff, the findings showed that all participants 

were in agreement of the high use of the smartphone in the customer service department. 

The findings of the second question, which focussed on the perceived impact of 

smartphones on productivity and profitability, revealed that 112 respondents perceived 

the negative impact that is caused by smartphones on productivity and profitability. 84 

respondents perceived positive impacts. While two respondents saw both positive and 

negative and one respondent could not quantify the impact. The follow-up question of 

‘what do the employees use the smartphones for and how long,’ was also answered. 

While 137 respondents believed that employees use smartphones for social media, 59 

respondents believe that the use is for work-related activities. Three respondents believe 

that it is hard to monitor or quantify the scale of use. The entirety of the respondents 

believe that the use of smartphones was between two to seven hours per day. The 

average was three to four hours per day.  



80 
 

The third question focussed on the policy to manage smartphones and 169 respondents 

believe that the policy can help. Two respondents believe the policy can help only if it is 

inclusive. Three respondents believe that there is no need for policy. 14 respondents 

believe that there should be a prohibition of smartphones in the workplace. Nine 

respondents believe that there should be no prohibition, while the other five believe the 

policy should be flexible and the entire group of respondents agreed that the company 

does not have an existing policy. The fourth question focussed on the adoption of 

smartphone etiquette in the workplace. The findings indicated that 150 respondents 

believe etiquette can help. Nine respondents believe it is not necessary. 27 respondents 

believe it is required to be regulated, while four respondents feel the company should buy 

a smartphone for employees then regulate. Four other respondents believe that their 

personal smartphones should not be monitored for private reasons and the other 7 

respondents believe that smartphone prohibition is the only solution.   
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 CHAPTER 5  

DISCUSSION OF RESEARCH FINDINGS 

5.1 Introduction  

Findings are critical for any research study, hence they need to be discussed to derive 

research conclusions. According to Bavdekar (2015), the discussion of findings is 

complex since they require logical thinking and critical reflection. Bavdekar (2015) further 

indicates that the discussion of the research findings should draw a comparison between 

previous and current studies. It should elucidate the research strengths and weaknesses 

through critical interpretation of the empirical evidence to emphasise the importance of 

the current research and make informed recommendations for future research.   

This study aimed to explore the adoption of smartphone etiquette in the workplace in a 

service-based business, the case of the National Botanical Gardens in Pietermaritzburg, 

South Africa. The study objectives were addressed through the following research 

questions: What is the extent of the use of smartphones by senior managers and 

customer service staff in a service-based business? What is the perceived impact of 

smartphone usage on productivity and profitability in the workplace by customer service 

unit? Can the adoption of specific smartphone etiquette approaches be used to improve 

production and profitability in service-based business? The current study's research 

findings were presented and interpreted in Chapter four. The study findings, from the 

preceding chapter, are thoroughly discussed in this chapter, in line with the research 

objectives. 

5.2 Research Objective 1: Theme 1 

To establish the extent of smartphone usage by senior managers and customer 

service staff in a service-based business. 

The aim of objective one was to ascertain the extent of the use of smartphones by senior 

managers and customer service staff of the service-based business. From the thematic 

analysis, the results indicate that 52 per cent of employees view smartphones as a tool 

with high negative changes in the workplace. Employees believe that smartphones are a 

nuisance which creates distractions, disrupts work activities, reduces the levels of focus, 

and increases the amount of unnecessary supervision from managers. Others believe 
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they are addictive to a point that employees are completely engaged to smartphones and 

cannot let go to perform certain tasks. Majority of the employees of service-based 

business believe that smartphones have truly changed the workplace in a negative 

manner. 46 per cent of employees believe that smartphones have changed the workplace 

in a positive manner through improving the way they communicate, collaborate, and 

perform tasks and search for ideas that improve their service. Although there is a handful 

number of employees that view smartphones as a useful tool, but the amount of the 

negative changes outweighs that of the positive ones. This means the majority agrees 

that smartphones are a tool that has changed the workplace negatively. Gleaning 

knowledge from the literature in Chapter two, these findings are consistent with the 

findings of the previous studies that were conducted by different authors.  

A qualitative study by Neeta and Poonam (2015) in major industries (beverages, 

telecommunication, banking, and textiles) in Pakistan sampled 200 employees, with a 

focus on the growth of smartphone usage in the workplace and its influence on work 

productivity, the results showed that the use of smartphones has become daily life in the 

workplace, which has become a problem for the employers. 60 per cent of employees 

spend time on their smartphones performing personal activities more than work activities. 

This has a negative impact on business efficiency. There was a percentage of employees 

that believe that their smartphones assist them to perform their work and without their 

smartphones, their work would suffer. The study concluded that since non-work-related 

use of smartphones is higher than that of work-related activities, the smartphone cannot 

positively contribute to the workplace. The similarity of the findings shows that the service-

based businesses are affected by the same problem as the major industries in Pakistan. 

Kalavar and Swinehart (2018), in a study, focussed on Self-Reported smartphone use 

and workplace productivity between different age groups at the Penn State University, 

United States of America, and the results confirm that the use of smartphones in the 

workplace, for non-work activities, is high across all age groups. The study further 

revealed that as much as the personal use of smartphones, during working hours, is well 

known, it is highly underreported to superiors. Kalavar and Swinehart (2018) further 

revealed that as much as there is a high level of smartphone usage for personal use, 

there was a usage that helped to improve workplace productivity. The similarity of the 
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study done service-based business points that most employees use their smartphones 

for nonwork-related activities. Priyadarshini et al. (2018) conducted an exploratory study 

in India to see if smartphones are a help or a hindrance in the workplace, and how they 

affect the job performance of IT professionals in Chennai. The results revealed that 

employees with high smartphone usage and those with low smartphone usage had 

different perceptions in research variables. However, there were similar perceptions when 

it came to non-work smartphone use, which generated job stress, addiction, and 

distraction as a result of the widespread use of smartphones for non-work activities. 

According to Priyadarshini et al. (2018), personal usage of smartphones causes more 

disruption in the workplace. This agrees with the outcomes of the present study’s results, 

which revealed that using smartphones for personal activities has a negative impact in 

the workplace. 

Masarweh and Afndy (2018) conducted a qualitative study, in South Arabia, to look into 

the factors that influence smartphone usage at work in developing countries. The findings 

demonstrated that smartphone use has both positive and negative consequences. 

Improved work hours, which means more work complexities, as well as increased staff 

availability, sociality, and expertise, are all positive impacts. Smartphone use, on the other 

hand, has had negative impacts such as increased amounts of time wasted, which directly 

affects job efficiency and employee performance. Furthermore, the data revealed that 

using a smartphone at work reduces accuracy, efficiency, and respect, significantly 

impacting both the workplace culture and productivity. Although the study found both 

positive and negative effects, the negative impacts outweighed the positive impacts, 

making these findings similar to those of the current study. 

The study by Duke and Montag (2017) from the University of London and the University 

of Germany looked at the factors that causes smartphone addiction, work interruptions, 

and poor productivity. Their study found a high number of participants reporting reduced 

performance due to time spent on their smartphones while at work. According to the 

moderate correlational associations that were found, smartphone addiction was strongly 

linked to self-reported unfavourable job effects. The use of smartphones for personal 

activities has a negative impact, which is identical to the findings of the present study. 
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In Lebanon, Fahed and Kmeid (2019) did a non-experimental quantitative study on 

workplace mobile phone abuse. The outcomes of the study revealed that a large number 

of Lebanese professionals use their smartphones inappropriately in the workplace. The 

latter has an important impact on business performance. Managing the use of 

smartphones and staff efficiency has become a management nightmare. The negative 

impact of improper smartphone use in the workplace are comparable to those reported in 

the research findings of the service-based business. On the sub-theme of theme one, 

when participants were asked about the rate of the use of smartphones in the workplace, 

they were all in agreement that smartphone use is high. 

 

“The use of smartphone is very high. Everyone has a smartphone, and they are all 

engaged with their smartphone. Although it is not easy to say what exactly they are doing 

on their smartphones each time they are in their phones” M8. 

 

This was a comment made by one of the respondents, and it was echoed by all of the 

other respondents without exception. The sub findings confirm the main theme’s findings 

because the majority agreed that the use is mostly for personal activities rather than work-

related activities. Various research on the use of smartphones in the workplace has 

yielded similar results all over the world. Although the conclusions of several studies and 

the current study's research findings are comparable, the beneficial effects of 

smartphones are noticeable throughout these studies and leave a window of opportunity 

to be explored. 

 

5.3 Research Objective 2: Theme 2 

To examine the perceived impact of smartphones on productivity and profitability 

in the workplace by customer service unit. 

The aim of objective two was to investigate the perceived impact of smartphones on 

productivity and profitability in the workplace customer service unit. From the thematic 

analysis, the results indicate that 51 per cent of employees perceived the negative impact 

of smartphones on productivity and profitability in the workplace. The majority of 

Employees believed that smartphones do not help them to do well in their work duties, 
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instead, they delay the progress of their tasks. Although there were employees that 

believed that the opposite was also true, they only equate 42 per cent. The majority of 

respondents believed that smartphones create a dip in performance which has a negative 

impact on productivity and profitability.  

 

“The over engagement on smartphones cause the poor customer service,” said one of 

the respondents.  

The findings presented in the previous chapter show that the negative impact of 

smartphones on productivity and profitability is higher than the positive impacts that were 

perceived by other respondents. This informs that smartphones essentially have a 

negative contribution to the performance of employees and businesses. Reviewing the 

studies presented on the literature in Chapter two, there are similarities in some of the 

previous studies. 

Margaretha and Supartika (2016) investigated the elements that influence small and 

medium-sized business’ profitability (SMEs). The findings of a study of the SMEs, listed 

on the Indonesia Stock Exchange, demonstrate that company size, growth, productivity, 

and industry affiliation all have a substantial impact on profitability. The most important 

determinants of profitability, according to this study, are productivity and firm size. The 

conclusion of this study cites productivity as a significant variable on business profitability. 

The findings of the present study in a service-based business pointed out that 

smartphones have a negative impact on productivity and Margaretha and Supartika 

(2016), in their study, reveals that productivity has a huge impact on profitability. The 

similarity of these finding shows that once the productivity is affected so is profitability, 

regardless of what affect the productivity. The difference in these findings is that in the 

present study the impacts that cause poor productivity stems from the smartphones and 

in Margaretha and Supartika’s (2016) study the impacts stems from business size. 

Although the negative factors differ, the results are the same.  

In a study conducted by AlZwamri and Hussain (2017) about the influence of modern 

cellphones, on work performance, as perceived by employees at a state department in 

Salalah, Oman, the results revealed that using a smartphone in the workplace has 

advantages or favourable consequences. The mobility of the employee who has a 
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smartphone and has the ability to communicate with colleagues at work or use any 

applications may also use it now or in the future, is one of the most prominent benefits 

discovered by the study. The employee can communicate or use applications at any time 

and from any location. This study is partly in contradiction with the findings of the present 

study, because the study in the service-based business revealed that 42 per cent of the 

respondents' perceived the positive contribution of modern cellphones in the workplace, 

but the AlZwamri and Hussain’s (2017) study is in contradiction of the majority of 

perceptions, which are mostly the negative impacts of smartphones in the workplace. 

Agarwal and Bhagoliwal (2016) have a study that was conducted in India, with the 

purpose of examining the literature on the potential of a smartphone to assist in the 

success of a business, the outcomes of the study agree with the results found in AlZwamri 

and Hussain’s (2017) study.  

Agarwal and Bhagoliwal’s (2016) results showed that smartphones have evolved into a 

valuable business tool. WhatsApp, Gmail, SMS, GPS Navigator, Tracker, Camera, and 

search engines are among the different programs utilised by the corporate sector. It is the 

quickest networking tool for broadcasting and sending notifications to a group of people. 

Other advantages of adopting Smartphones in business include enhanced worker 

productivity, lower gasoline and maintenance costs, higher customer satisfaction, shorter 

sales cycles, lower inventory costs, and so on. Smartphones, according to these findings, 

have the ability to foster healthy corporate connections, encourage freedom, sustain 

workflow, share knowledge, and increase employee job satisfaction. These two studies 

share the common view of the mostly positive impacts of smartphones, which is different 

from the findings of the present study. Therefore, AlZwamri and Hussain (2017) and 

Agarwal and Bhagoliwal (2016) studies present an open view for consideration during the 

recommendation process. 

Rodrigues’ (2011) conducted a study titled ‘The Perceived Impacts of Smartphone Usage 

on the Production of Senior Managers in a South African Organisation’. The study 

revealed that all signs point to the devices being increasingly common among increasing 

numbers and levels of employees. It is also crucial to remember that these devices are 

growing more sophisticated, with more functionality and power available to consumers. 

However, from a professional standpoint, there is fear that the devices are no longer 
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purely business tools. With the advent of social media networks and the ability of 

employees to consume rich media, the potential for technology to distract users and 

encourage mobile deviancy (for example, workplace internet leisure browsing) is growing. 

Faced with this impasse, users will have to face poorer work productivity and the resulting 

consequences. This study has similar results with the findings of the present study, which 

indicated that smartphones have a negative impact on productivity. Rodrigues’ (2011) 

study further presents the actual reasons that cause the smartphone to be the distractive 

tool, which is mostly social media, which is part of the non-work activities, and these are 

the same findings that were found in the present study. Li and Lin (2019) conducted a 

study in China about the ‘Smartphones at Work: A Qualitative Assessment of 

Psychological Antecedents and Consequences of Work-Related Smartphone 

Dependency’. This study partly agrees with the findings of the AlZwamri and Hussain 

(2017) and Agarwal and Bhagoliwal (2016) studies but fully agrees with the findings of 

the present study at the service-based business. Li and Lin’s (2019) study results showed 

us that the positive outcomes are unsurprising as previous studies already reported that 

by improving organisational communication, information sharing, and cooperation, 

smartphones can considerably boost work productivity, as well as strengthen employee 

work relationships. Simultaneously, this study discovered that using smartphones at work 

appears to have negative implications, such as addiction signs. These positive outcomes 

were more future based rather than being a current reality. The study discovered that, 

while smartphone dependency at work can improve job productivity, once it becomes an 

addiction, workers perceived their performance to suffer as smartphone preoccupation 

diverts employees’ away from the work they were supposed to be performing. Because 

job performance is intimately linked to a company's profit and successes, it is frequently 

seen as a key criterion of organisational success. The findings of this study are similar to 

the findings of the present study which revealed that smartphones have a negative impact 

on performance which is directly proportional to the profitability of the business. 

The University of Twente, Dittrich (2020) did a study on ‘Smartphone use, flow, and 

productivity’. The goal of this study was to show how dispositions toward smartphone 

addiction, flow proneness, and productivity are all linked and each of the three concepts 

were linked to the others. The results of the study discovered that smartphone addiction 
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was found to be negatively impacting productivity. This does not only affect the end 

product but also affects the flow of work, which eventually affects the profitability of the 

business. The results of Dittrich’s (2020) study are similar to the findings of the present 

study. The present study’s findings revealed that smartphones have a negative impact on 

productivity and profitability. Rehman (2018), in his study that focusses on the work 

neglect and cyber loafing that is caused by smartphones in Pakistan, supports the view 

of Dittrich’s (2020) study. Rehman’s (2018) study’s results revealed that smartphone 

usage is negatively associated with work neglect, which means that as smartphone usage 

rises, so will work neglect. It also discovered that workplace cyber-loafing leads to job 

negligence. Rehman’s (2018) study further revealed that when a person uses a 

smartphone at work, it causes work neglect, which negatively impacts employee 

productivity and efficiency. These findings are similar to the findings of the present study 

at the service-based business, which revealed that smartphone usage has a negative 

impact on productivity and probability. This is a case of many activities such as 

distractions and work neglect. 

On the subtheme, two respondents were asked what they use smartphones for and for 

how long during working hours. Some 68.5 per cent of the respondents agreed that they 

use their smartphones on social media during working hours, while only 14.5 per cent 

shared the opposite view. The average time spend on social media and other non-work-

related activities were between three to four hours per day which is equalling a half-day 

of the eight-hour shift that is worked by the respondents. “Employees spend most of their 

time on social networks for nearly five hours,” said one of the participants. The findings 

of the current study's sub-theme two, confirms the findings of the prior studies, which 

mentioned some of the ways social media affect employee production. According to the 

findings of this study, smartphones have a negative impact on corporate productivity and 

profitability. This is due to the excessive usage of social media and non-work-related 

activities such as phone conversations, messaging, gaming, betting, and internet 

streaming, to name a few. Although, all past research has found benefits from 

smartphones, some of which are potential while others have been thoroughly tested, the 

bulk of previous studies and the current study have found that smartphones have a 

negative impact on corporate profitability. 
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Respondents were asked about their views about the policies that manage smartphones 

in the workplace. One hundred per cent of the respondents agreed that the organisation 

does not have a policy on smartphones. This was because they are never truly integrated 

as a working tool, which would have made smartphones regulated. They gradually 

became a norm as the times change in society and in the workplace. The majority (84.5%) 

of the respondents agreed that a policy can help to manage smartphones in the 

workplace. Another seven per cent further prescribed that the policy should be prohibitive 

on the use of smartphones, while the 4.5 per cent minority disagreed with the prohibition 

of smartphones stating that it will be a missed opportunity, and 2.5 per cent of 

respondents believe that the policy should be flexible and inclusive. AlZwamri and 

Hussain’s (2017) study shows that the large number of employees use their modern 

cellphones silently in the workplace during working hours. They recommended that 

managers use restricting policies to manage the use of smartphones during working 

hours which includes the reduction of salary for excessive use. The study also discovered 

that employees welcome the use of smartphones at work under guidelines but do not 

want them to replace their computers due to their different abilities.  

The findings in this study are similar to the findings of the present study, which revealed 

that a large number of the respondents welcome the use of policy to manage 

smartphones in the workplace. Masarweh and Afndy's (2018) study findings concur with 

AlZwamri and Hussain’s (2017) and further recommend that to deal with new 

technologies and new types of dangers, the majority of enterprises must implement new 

policies. These findings from Masarweh and Afndy's (2018) study are in line with the view 

of the respondents in the present study. 

 

 5.4. Research Objective 3: Theme 3 

To investigate whether the adoption of specific smartphone etiquette approaches 

can be used to improve production and profitability in the selected service-based 

business. 

The key purpose of objective three was to investigate whether the adoption of specific 

smartphone etiquette approaches can be used to improve production and profitability in 

the selected service-based business. From the thematic analysis, the findings reveal that 
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the majority (75%) of the respondents agree that particular smartphone etiquette 

approaches can help to manage smartphones and improve productivity and profitability. 

At this point, we are aware, from the previous objectives that the majority of people 

perceive smartphones to have a negative impact on productivity and previous studies 

concur with these findings. The solution to managing such a problem becomes a 

necessity since business’ success is measured on profitability. There is a minority (4.5%) 

of respondents that believe that smartphone etiquette is not required. These people 

believe that the employer needs to issue smartphones to employees to be able to regulate 

them. 27 per cent of people agree that smartphone etiquette is required, they feel it must 

be a regulated approach which does not include prohibition. These findings indicate that 

smartphones need to be managed in the workplace for them to contribute to productivity 

and profitability. ‘Modern cellphones in the Workplace: Changing Organisational 

Behaviour, Transforming the Future’ was researched by Pitichat (2013). The study’s 

results revealed that managers could take advantage of the smartphones by integrating 

smartphone usage with workflow to boost job efficiency and help their companies grow. 

Digital gadgets have mingled with people's lives throughout the world. It is hard to 

completely eliminate technology such as smartphones, but it is feasible to manage bad 

messages and encourage positive ones for businesses to succeed. Smartphones have a 

lot of potential for businesses in terms of increasing autonomy, relationships, and 

knowledge-sharing, all of which lead to increased job satisfaction and engagement. The 

management approach should focus on the integration of smartphones to work 

processes, this will ensure that the use is in line with the working activities. The results of 

Pitichat’s (2013) study are consistent with the finding of the present study at the service-

based business, which revealed that smartphone etiquette approaches can help to 

improve production and profitability in the workplace.   

A study by Agrawal and Panwar (2019), about the effect of smartphone usage on staff 

engagement and staff production in higher educational institutions, revealed that the use 

of smartphones has an impact on employee performance and engagement during 

working hours in higher educational institutions and universities. Second, it has an impact 

on their production, resulting in a loss for educational institutions as well as university 

personnel. However, several studies have found that smartphone use has a positive 
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impact on boosting educational standards and making education more accessible. 

Faculty and students are both upgraded by using advanced smartphone technology. 

Many enhanced smartphone application software delivers all of the information to 

students from their faculties across the university campus very effortlessly and quickly. In 

higher educational institutions, there is now a need to improve productivity and reduce 

smartphone usage during working hours, as well as for security reasons. Now, the 

institution needs to figure out how they may improve employee job efficiency while 

maintaining excellent standards in the educational sector. Although the study focussed 

on the educational institutions, it is categorically a service-based institution and the results 

are similar to the findings of the current study, where it was found that smartphone 

etiquette approaches are required to manage the use of a smartphone to improve 

business efficiency. This is due to accepting the potential of smartphones and their 

computing abilities to be part of the new business environment. Udemy In Depth (2018) 

studied and published a workplace distraction report. The results revealed that 

businesses are fascinated by new technology and solutions on a regular basis in order to 

help employees do their tasks more efficiently, cooperate more effectively, and increase 

productivity. However, they have also given rise to new forms of digital distraction. 

Seventy per cent of people believed that training could help people improve their ability 

to shut out distractions and maintain attention. The result of the study suggests that 

businesses should recognise the difficulties workers have in remaining focussed as well 

as providing soft-skills training to help them stay productive. The employees at the 

service-based business believe that smartphones need to be managed and these results 

are consistent with the findings of the present study. Masarweh and Afndy's (2018) study 

on the factors that influence smartphone use in workplaces in developing countries, a 

case of Saudi Arabia, revealed that a small percentage of businesses had policies in 

place that manage employees from using their personal smartphones at work. To deal 

with new technology and new types of dangers, the majority of enterprises did not have 

the regulating policies and etiquette approaches. The selected service-based business 

does not have the smartphone etiquette approaches to manage the use of smartphones 

in the workplace and there is no existing policy, this is according to the findings of the 

study which are consistent with the findings of the study by Masarweh and Afndy (2018) 
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in South Arabia. In Pakistan, Wahla and Awan (2014) conducted a study on mobile 

phones usage and employees’ performance, the results showed that smartphones had a 

favourable impact on the work experience for some of the participants in this study. Some 

workers claimed to perceive negative impact from smartphones. The results further 

showed that employees do not want a ban on smartphone use at work, although a small 

number of workers believe that management can impose some limits, such as turning off 

smartphones during meetings and while driving company vehicles. These results from 

Pakistan are similar to the findings of the present study, where respondents indicated that 

they do not want a smartphone to be prohibited but the employer can introduce the 

management systems in the form of policies or etiquette. In Lebanon, a study by Fahed 

and Kmeid (2019) focussed on mobile phone misuse in the workplace. The findings of 

the study revealed that a large number of Lebanese professionals use their phones 

inappropriately at the workplace. This had far-reaching negative impacts for business 

productivity. The findings highlighted that management needs to respond to employee 

smartphone usage and misuse. This should be done when the negatives outweigh the 

benefits. Managers must set limitations for their employees as a regulating approach for 

misuse. Few firms will be able to maintain a mobile-free policy while maintaining high 

productivity in today's market and with the present rate of technological progress, it will 

be necessary to make proper use of the smartphone, enterprise software, and related 

applications. The present study’s findings reveal that there are negative and positive 

impacts perceived from smartphones. The negative impacts outweighs the positive 

impacts. However, the positive impacts cannot be ignored since most respondents 

agreed that there should be a way to regulate the use of smartphones and only a few 

requested the prohibition policy. This means the employees at the service based 

businesses and the employees of Lebanon have similar views when it comes to 

smartphone regulation in the workplace.  

 

5.5 Summary  

The empirical findings from Chapter four were thoroughly examined in this chapter. Using 

largely literature from prior chapters, the discussion compared the results of past 

investigations with the conclusions of the current study. The majority of the prior 
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research's conclusions were similar to the findings of the current investigation. Despite 

the fact that other investigations had distinct peculiarities, the research objectives were 

adequately examined. This chapter established the groundwork for the next chapter, 

which will focus on the conclusion and recommendations for future research. 
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CHAPTER SIX 

CONCLUSION AND RECOMMENDATIONS 

6.1 Introduction 

According to Sampson (2017), the goal of the concluding chapter in a thesis is to highlight 

essential parts of the knowledge gained from the research, as well as priorities for future 

research and contributions to the literature. As a result, this chapter utilises Chapter five 

to draw conclusions about the experiences, perspectives, and views of all National 

Botanical Garden customer service staff. The study's conclusions are based on the 

study's goal, research questions, and findings. This chapter summarises and discusses 

the study's shortcomings, as well as predicted research contributions and research study 

recommendations. 

 

6.2 Conclusions 

The primary goal of this research was to look into the adoption of smartphone etiquette 

in the workplace in service-based business, using the National Botanical Garden in 

Pietermaritzburg, South Africa as a case study. The conclusions for study objectives are 

presented below. 

 

6.2.1 Objective 1  

The primary goal of objective one was to determine the extent to which senior managers 

and customer service representatives in a service-based organisation, use smartphones. 

Employees at the service-based business indicated that there is a high use of 

smartphones in the workplace, which has badly impacted the working environment. 

Employees believe that smartphones are a nuisance that creates distractions, disrupts 

work activities, reduces the level of focus, and increases the need for unnecessary 

supervision from managers. Others believe they are addictive, to a point that employees 

are completely engaged to smartphones and cannot let go to perform certain tasks 

(Fahed and Kmeid, 2019). Personal use of smartphones causes more disruption and 

harm than good in the workplace (Priyadarshini et al., 2018). Smartphones have become 

daily life in the workplace which has become a problem for employers. Employees spend 

time on their smartphones performing personal activities more than work activities. This 
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has a negative impact on business efficiency (Neeta and Poonam, 2015). The use of 

smartphones for non-work activities is high across all age groups (Kalavar and Swinehart, 

2018) and as much as the personal use of smartphones during working hours is well 

known, it is highly underreported to the superiors. Secondly, although there were 

contrasting findings from other employees who believed that smartphones have changed 

the workplace in a positive manner through improving the way they communicate, 

collaborate, and perform tasks and search for ideas that improve their service (Neeta and 

Poonam, 2015), but the negative outcomes outweighed the positive ones. Gleaning from 

the findings of objective one, employees of the service based business indicated that 

there is a high use of smartphones in the workplace and the use is mostly for personal 

activities, which creates a negative impact on the working environment.  

 

6.2.2 Objective 2 

The primary goal of objective two was to examine the perceived impact of smartphone 

usage on productivity and profitability in the workplace by the customer service unit. The 

National Botanical Garden employees in Pietermaritzburg indicated that productivity and 

profitability were affected by the excessive use of smartphones during working hours. 

Employees believed that the use of smartphones does not help them to perform their 

duties in the workplace, instead, they delay the progress of their tasks. It is also crucial to 

remember that these devices are growing more sophisticated, with more functionality and 

power available to consumers (Rodrigues, 2011). The most important determinant of 

profitability is productivity (Margaretha and Supartika, 2016). This signifies that if 

productivity is affected, the profitability of the business gets affected as well. With the 

advent of social media networks and the ability of employees to consume rich media, the 

potential for technology to distract users and encourage mobile deviancy is growing 

(Rodrigues, 2011). The results of the study further indicated that employees spend most 

of their time on social media with an average of three to four hours per day in an eight-

hour shift. With this impasse, users face poorer work productivity. Smartphone usage is 

negatively associated with work neglect, which means that as smartphone usage rises, 

so will work neglect. It also discovered that workplace cyber-loafing leads to job 

negligence. Smartphone usage causes work neglect, which negatively impacts employee 
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productivity and efficiency (Rehman, 2018). Secondly, the results further revealed that 

there were employees that believed that smartphones have a positive impact on 

productivity and profitability. Smartphones usage in the workplace have advantages such 

as the unlimited mobility of the employee to communicate with colleagues at work 

(AlZwamri and Hussain, 2017). Smartphones are the quickest networking tool for 

broadcasting and sending notifications to a group of people. It helps to enhance 

productivity, assist with higher customer satisfaction, enhance shorter sales cycles, and 

lower inventory costs. Smartphones have the ability to foster healthy corporate 

connections, promote autonomy, and maintain workflow, share knowledge, and increase 

employee job satisfaction (Agarwal and Bhagoliwal, 2016). Thirdly, the study revealed 

that the service-based business employees does not have a policy that manages 

smartphones in the workplace. This was due to the fact that smartphones were never 

integrated into the workplace as a working tool. As it became prevalent in the workplace, 

smartphones gradually started to have an impact that was never anticipated. Employees 

indicated that the policy is necessary as long as it is not a prohibition policy. Managers 

use restricting policies to manage the use of smartphones during working hours in 

businesses (AlZwamri and Hussain, 2017). Employees welcome the use of smartphones 

at work under guidelines but do not want them to replace their computers due to their 

different computing abilities. 

 

6.2.3 Objective 3 

The primary goal of objective three was to investigate whether the adoption of specific 

smartphone etiquette approaches can be used to improve production and profitability in 

the selected service-based business. Study participants indicated that smartphone 

etiquette approaches are required to manage the use of smartphones in the workplace. 

This was due to the notable disruptions mentioned in objective one and two, which further 

indicated that employees spend a lot of time in social media. Therefore, a regulating 

approach is essential to ensure smartphones add value to productivity. To deal with new 

technologies and new types of dangers, the majority of enterprises did not have the 

regulating policies and etiquette approaches (Masarweh and Afndy, 2018). Employees 

further indicated that smartphone etiquette should not be in a form of prohibition but a 
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flexible approach that allows for both the employees and the employer to benefit. 

Managers could take advantage of the smartphone advantage by integrating smartphone 

use with workflow in order to boost job efficiency and help their companies grow. 

Technology has mingled with people's lives throughout this period. It is hard to completely 

eliminate technology such as smartphones, but it is feasible to manage bad messages 

and encourage positive ones for businesses to succeed (Pitichat, 2013). Businesses are 

fascinated by changes of new technology and solutions on a regular basis to help 

employees do their tasks more efficiently, cooperate more effectively, and increase 

productivity (Udemy In Depth, 2018). However, smartphones have given rise to new 

forms of digital distraction and employees believe that training can help them to improve 

their ability to shut out distractions and maintain attention together with regulating policies. 

Employees do not want a ban on smartphone use at work, just limitations, such as turning 

off smartphones during meetings (Wahla and Awan, 2014). Few firms will be able to 

maintain a mobile-free policy while maintaining high productivity in today's market and 

with the present rate of technology progress (Fahed and Kmeid, 2019), managers must 

set limitations for their employees as a regulating approach for misuse. 

 

6.2.4. Research objective four and five 

The primary goals of objectives four and five were to examine literature and gain insight 

into the subject matter. According to Rahman (2019), research objectives are a linkage 

that assists the researcher in carrying the research process from literature review to 

research methods and the conclusion. Objectives four and five of the research study were 

to examine the literature on the extent of smartphone usage in the workplace and the 

positive and negative impacts of smartphones in the workplace. Different literature was 

reviewed in Chapter two, and it gave the researcher insight into different views from 

different studies about the extent of smartphone use. The positive and negative use of 

smartphones in the workplace was also examined. Dittrich’s (2020) and Rehman’s 

(2018), studies revealed that smartphone usage negatively impacts workplace 

productivity and profitability. Studies by AlZwamri and Hussain (2017) and Agarwal and 

Bhagoliwal (2016) revealed that smartphones have a positive impact on business, which 

can assist in achieving better productivity and profitability. These studies helped the 
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researcher to create a basis for arguments during the discussion of the results. They 

helped the researcher keep an open-minded approach when concluding the research. 

 

6.3 Recommendations 

Recommendations are based on the findings of the dissertation study (Sampson, 2017). 

In today’s working environment smartphones are prevalent, due to the modern way of 

communication across the world. Smartphones have become the leading tool for 

communication with their computing abilities, which enable employees to use them for 

both work and personal activities. It is not easy to eradicate smartphones in people’s lives 

since they represent the progress of technology. Smartphones have proved to have both 

positive and negative impacts in the workplace, and this is evident from the previous 

studies and in the results of the present study. Activities such a social media are mainly 

found to be an interference in workflows, while other applications have been seen to aid 

productivity. The main challenge stems when the smartphone's negative impact 

outweighs the positive impacts, which subsequently affects productivity and profitability. 

In objective one, a business should integrate smartphones as an official working tool. This 

can be done by issuing smartphones to employees so the IT department can be able to 

monitor and manage the use of those smartphones. Additionally, businesses can allow 

employees to bring their own smartphones and issue incentives to those that are using 

them for the benefit of the business and issue penalties to those that are not. For objective 

two, a business should upgrade its operating systems to allow employees to perform 

actual work duties with their smartphones other than communication. This does not mean 

there will be a zero-personal activity on the smartphone, but the majority of time will be 

utilised on work activities, as it currently happens with desktops in working environments. 

Businesses should develop specialised smartphone applications that are suitable for their 

working processes to increase productivity. These applications should come with 

specialised internal communication applications that will enable staff to communicate 

about work activities to avoid using applications such as WhatsApp which causes 

distraction. For objective three, the business should ensure there is a policy to manage 

the use of smartphones in the workplace, together with other similar gadgets. This helps 

when it comes to disciplinary actions towards employees. The policy serves as a guiding 
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tool to navigate the management of technological gadgets in the workplace. Businesses 

must have smartphone etiquette approaches like flexible hours of use, restrictive use, 

case-by-case use, and finally train employees about the do’s and don’ts of using 

smartphones in the workplace to create a harmonious working environment. The 

employer should start by accepting the use of smartphones in the workplace and making 

it official, then integrate smartphones into the work processes, then develop the policy to 

manage smartphones, then train the employees about the new systems that will use 

smartphones and employ suitable smartphone etiquette strategies that will allow 

employees autonomy, while exhibiting superior results in production or service delivery. 

   

6.4 Study Contribution to Knowledge 

The findings of this study will be valuable to the service-based business management as 

an input or basis for improving their performance. The company's main goal is to increase 

its profit margins. Management can improve its performance by focusing on some 

elements that have a beneficial impact on a company's profitability, such as productivity 

through proper management of smartphone use in the workplace and reduced time used 

on non-work-related activities. This research represents a significant step forward in 

comprehending the difficulties surrounding the influence of smartphones on service-

based business productivity and profitability in South Africa. 

 

6.5 Limitations of the Study  

This section explain the unforeseen situations that limited the sampling and the 

interpretation of the dissertation research findings. Limitations are unplanned restrictions, 

whereas delimitations are anticipated restrictions. Unexpected issues with sampling, 

measurements, treatment, data analysis, and method execution may result in limitations. 

Awareness of the dissertation's limitations may also aid students and other researchers 

in avoiding similar issues in future study (Sampson, 2017). 

 

 Due to a time limitation, a non-probability sampling approach called convenience 

and purposive sampling was utilised to pick respondents. The customer service 

team is not the only one that uses a smartphone at work, but the sample size was 
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limited due to the study's modest size. As a result, the findings cannot be applied 

to the entire population of employees in the workplace. 

 The study's findings did not apply to all customer service businesses in 

Pietermaritzburg, KwaZulu Natal, or South Africa; rather, they were limited to the 

population of Pietermaritzburg's National Botanical Garden. As a result, the 

interpretation of service-based firms in South Africa will be subjective. However, 

the findings can be utilized to examine similar trends in the context of South African 

service-based firms. 

 

6.6 Scope for Future Research 

The findings of this study paved the way for future research in the following manner: 

 In the future, a complete examination of the benefits of smartphones and how they 

contribute to the development and enhancement of employee productivity and 

work performance will be possible. The current study is focussed on managing 

smartphones in the workplace, yet there is a lack of research in the African context 

on employee growth and performance using smartphones.  

 To see if the results can be utilised as a general assumption, the current study has 

to be scaled up to a national scale with a considerably larger sample size. Due to 

its small size, this study may have missed some underlying similarities and 

differences.  

 This research focussed on service-based businesses, using a case study of the 

National Botanical Garden in Pietermaritzburg, a government-owned enterprise, 

and the integration of the private sector in the future could aid in the discovery of 

new results or the addition of existing ones. 

 

6.7 Conclusion  

The goal of this study was to investigate if smartphone etiquette might be adopted in the 

workplace in a service-based firm, using the National Botanical Garden in 

Pietermaritzburg, South Africa as an example. To collect data from the study sample, the 

researchers employed a qualitative research approach that comprised interviews and 

focus groups. Overall, the findings suggest that smartphone use in the office is ubiquitous 
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and has had a negative impact in the workplace. Due to the increased time squandered, 

it has a negative impact on work productivity and profitability, which directly decreases 

job efficiency and staff productivity. The data also revealed that there was no policy in 

place to control smartphones in the workplace, indicating that there is a great demand for 

smartphone etiquette and a smartphone management tool in the workplace.  
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APPENDICES   

APPENDIX A:  INFORMED CONSENT 

University of KwaZulu Natal (PMB Campus) under the School of Management, IT & Public 

Governance 

Dear Respondent  

Master of Commerce Research Project 

Researcher: Mbusowakhe P Zondi (+27 81 4833 730)   Supervisor: Prof Maxwell Phiri (+27 33 

260 5843) Research Office:  Prof Isabel Martins (+27 31 2604557) 

I am a Master of Commerce Student (Mbusowakhe Zondi) from the University of KwaZulu Natal 

(PMB Campus), under the School of Management, IT & Public Governance. I invite you to 

participate in a research project titled:  Adoption of smartphone etiquette in the workplace in 

service- based business. The Case of National Botanical Garden in Pietermaritzburg, South 

Africa. The purpose of this research is to establish the extent of smartphone usage by junior 

managers and customer service staff in a service-based business. To examine the perceived 

impact of smartphones on productivity and profitability in the workplace by customer service team. 

To investigate whether the adoption of specific smartphone etiquette approaches can be used to 

improve production and profitability in the business.   

Your involvement in this study is entirely voluntary, and you have the right to refuse or withdraw 

at any time with no repercussions. There will be no financial benefit to taking part in this study. At 

the University of KwaZulu-School Natal's of Management and IT & Public Governance, personal 

information will be kept secure and anonymous. You can contact me or my supervisor, who is 

indicated above, if you have any further questions concerning the study. 

The results of this study will be used to assist the researcher to complete the master's degree. 

The following are the measures that will be taken: The researcher will conduct semi-structured 

interviews to acquire data for this study. Telephone interviews and focus groups will be used as 

a method during the Covid-19 limitations. Interviews will last 20 to 30 minutes, with focus groups 

lasting 30 minutes to an hour. I hope you will take the time to participate in this study. 

Thank you 

Researcher’s 

name:.........................................................................Date……………………………….. 
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APPENDIX B: CONSENT LETTER 

University of KwaZulu Natal (PMB Campus) under the School of Management, IT & Public 

Governance 

Master of Commerce Research Project 

Researcher: Mbusowakhe P Zondi (+27 81 4833 730)    

Supervisor: Prof Maxwell Phiri (+27 33 260 5843) 

Research Office:  Prof Isabel Martins (+27 31 2604557) 

CONSENT  

Mbusowakhe P. Zondi's study entitled:  Adoption of smartphone etiquette in the workplace 

in service-based business. The Case of National Botanical Garden in Pietermaritzburg, 

South Africa has been sent to me. I, 

Name:.......................................................................................... I acknowledge that I 

have read and comprehended the details of this research study, and that I am willing to 

participate in it. I was fully informed about the voluntary nature of my participation, and 

the options of stopping my participation were clearly outlined. The study's objective and 

techniques are clear to me. The window of opportunity to ask questions was presented 

to me and I exercised that right adequately and all the replies met my expectations. 

 

………………………………………                                              ………………………………….. 

Participant Signature                                                                                          Date 
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APPENDIX C: ONLINE INTERVIEW FRAME 

 
In-Depth Interviews with Senior Managers 

 

In-depth Interviews 

Demographic Data I Age range  

II Work Title  

III Gender  

IV Racial origin  

Date   

Time frame  

 

Ice breaker: Participant introduction 

Please introduce yourself and the department you come from. 

Beginning of the Discussion  

The main topic of the research is based on the Adoption of Smartphone Etiquette in the 

Workplace: A case of the selected service-based business in Pietermaritzburg.  

 

THEMES ON SMARTPHONE AND ETIQUETTE 

Before further discussions, it is important to explain smartphones and Etiquette within the 

context of this study to have a firm base to shape our discussions. This explanation will 

involve practical examples and ensure these terms are clearly defined and understood 

consensual. 

 

1. Introduction of Smartphones in the workplace 

I would like to get your view on how smartphones have changed the operations in the 

Workplace.  

 Probe: Discussant’s perceptions of smartphones in the workplace, what is the 

extent of the use of smartphones by senior managers and customer service staff. 

 

2. Impact of smartphones in the workplace 

I would like to get your view about the perceived impact that smartphones have on 

employees' performance/ production and organizational profitability in your workplace. 
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An example will be given about the meaning of profitability, production, and 

performance. 

 

Probe: What does employees use the smartphones for in the workplace and for how long 

during working hours? 

 

3. Policy 

I want your view about the policies that govern the use of smartphones in your 

workplace. 

 

4. Adoption of Smartphone etiquette 

I would like to have your view about the adoption of a specific smartphone etiquette 

approaches to improve production and profitability in your workplace. An explanation 

of adoption and etiquette will be given in the context of this research. 

 

Session closure 

For all the participants who briefly wish to add something to the conversation, the window 

of opportunity is open before we wrap the session. 

It was a great pleasure to have such an interactive session will all of you. I would like to 

extend my sincere gratitude for your participation in this study and I believe most of the 

information you shared will play a pivotal role in the finalization of this study. 

End 
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APPENDIX D: ONLINE FOCUS GROUP FRAME 

Facilitators Guide  
Online Focus Group Discussion with Customer service staff 

 

Focus Group Discussion 

Demographic Data I Age range  

II Work Title  

III Gender  

IV Racial origin  

Date   

Time frame  

 

Ice breaker: Participant introduction 

Please introduce yourself and the department you come from. 

 

Beginning of the Discussion  

The main topic of the research is based on the Adoption of Smartphone Etiquette in the 

Workplace: A case of the selected service-based businesses in Pietermaritzburg.  

 
 

THEMES ON SMARTPHONE AND ETIQUETTE 

Before further discussions, it is important to explain smartphones and Etiquette within the 

context of this study to have a firm base to shape our discussions. This explanation will 

involve practical examples and ensure these terms are clearly defined and understood 

consensual.  

Introduction of Smartphones in the workplace 

1. I would like to get your views on how smartphones have changed the operations in 

the Workplace.  

Probe: Discussant’s perceptions of smartphones in the workplace, what is the extent of 

the use of smartphones by customer service staff. 

 

2. Impact of smartphones in the workplace 

I would like to get your views about the perceived impact that smartphones have on 

employees' performance/ production and organizational profitability in your workplace. 
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An example will be given about the meaning of profitability, production, and 

performance. 

 

Probe: What does employees use the smartphones for in the workplace and for how long 

during working hours? 

 

3. Policy 

I want your view about the policies that govern the use of smartphones in your 

workplace. 

 

Adoption of Smartphone etiquette 

I would like to have your views about the adoption of a specific smartphone etiquette 

approaches to improve production and profitability in your workplace. An explanation 

of adoption and etiquette will be given in the context of this research. 

 

Session closure 

For all the participants who briefly wish to add something to the conversation, the window 

of opportunity is open before we wrap the session. 

 

It was a great pleasure to have such an interactive session will all of you. I would like to 

extend my sincere gratitude for your participation in this study and I believe most of the 

information you shared will play a pivotal role in the finalization of this study. 

End 
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The Manager 

 

REQUEST TO CONDUCT A SMARTPHONE ETIQUETTE STUDY IN YOUR BUSINESS 

I hereby humbly express my intention to conduct a Smartphone Etiquette study at your business.  

 

I am enrolled in the University of KwaZulu Natal (School of Management, IT, and Governance) 

as a Master's Degree student. Part of the course requires the student to complete a research 

dissertation in a business environment with an emphasis on management. I have selected your 

business as a case study for this research to fulfill the above-mentioned requirement. I will 

immensely appreciate being allowed to explore the smartphone-related opportunities and threats 

towards the production and performance in the workplace.  

 

The study will not interfere with the business operation, and it will not violate confidential 

information and privacy of the employees. Written consent will be given to all the employees that 

are willing to participate, explaining the voluntary role of this study. As the authority to the 

business, you are allowed to stipulate the Dos and Don’ts to ensure there is no violation of 

anything by the researcher. The study will not be seen by anyone except the researcher and 

University of KwaZulu Natal research supervisors. This study will not be the prescription towards 

the change in company business operations, neither will it act as a prejudgment of the past of 

operations. The purpose is to research the importance of adopting smartphone etiquette in your 

workplace. To ascertain whether or not it can increase or decrease performance/ production. 

Thank you 

Yours sincerely 

M.P. Zondi 
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APPENDIX G: EXPECTATIONS OF SUPERVISOR AND CANDIDATE 

How often will the candidate present written work?  E.g. weekly, monthly, etc. 

Every Two Weeks……………………………………………….......................................... 

How often will the supervisor and the candidate expect to meet? E.g. weekly, monthly, 
every two months, etc. 

 

Every two weeks………………………………………………......................................... 

Approximately how soon after submission of written work may the candidate expect comments 
from the supervisor? 

One week………………………………………………………………......................................... 

Any other special provisions agreed on? 

 

Candidate Supervisor Co-supervisor 

Mbusowakhe P Zondi ............................................... ……………………………. 

Name: (print) Name: (print) Name: (print) 

09 December 2020 ............................................... ……………………………… 

Date Date Date 

 

NOTE: 
 

The supervisor’s consent is required in order to submit the completed dissertation for 
examination and no dissertation will be accepted for examination without the supervisor’s 
approval. The supervisor must see the final version of dissertation before submission. A 
candidate may, if s/he wishes, insist on submission without the supervisor’s consent, but this 
fact will be noted in the supervisor’s report. 

..................................

.  …. 

SIGNATURE SUPERVISOR DATE 

…………………………………… ………………. 

SIGNATURE CO-SUPERVISOR DATE 

  09 December 2020 

SIGNATURE STUDENT DATE 
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APPENDIX H:  Editors Report 

 

Barbara Dupont Editing Services 

37A Hilltop Road, Hillcrest 

KwaZulu-Natal, South Africa, 3610 

Cell No: 0846668351 

20th September 2021 

 

To Whom It May Concern 

EDITING OF DISSERTATION 

I hereby confirm that I, Barbara Dupont, edited the dissertation written by Mbusowakhe 

Philington Zondi titled ‘Adoption of Smartphone Etiquette in the Workplace in Service-

Based Business. The Case of National Botanical Gardens in Pietermaritzburg, South 

Africa’ and used MS Word Track Changes and Review mode to comment on the grammatical 

inconsistencies by inserting comment balloons before returning the document to the writer. 

Grammar, punctuation, spelling, syntax, tense, and language usage, as well as sense and flow, 

were all corrected. To assist with corrections, reference guidelines and supplementary remarks 

were provided. 

I have been teaching English for the past 12 years and have a Cambridge CELTA diploma in 

teaching English as a foreign language. I am also employed by the British Council as an official 

IELTS examiner for Southern Africa. For the past five years, I've been editing academic and other 

documents, regularly editing research dissertations, articles, and theses for the School of Nursing, 

Environmental Studies, and other schools and disciplines at the University of KwaZulu-Natal and 

other institutions, as well as contract editing for publishing firms and private individuals. 

I trust that this document will prove acceptable in terms of editing criteria. 

Yours faithfully 

 

Barbara Dupont  

 
Address: 37a Hilltop Road, Hillcrest, 3610 
Contact Number: 0846668351 
 
 
 
 
 

 






