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                                       Abstract  
 
The purpose of this study is to investigate attitude of employees towards BPR implementation in 

the Ethiopian Airports Enterprise. To achieve this, descriptive survey research integrated with 

quantitative and qualitative methods are used. Further primary data from 237 randomly selected 

employees from different departments are collected. In addition interview with selected three   

middle and supervisory level leaders and FGD with BPR engineering team members are 

conducted. In order to know the perception difference among employees, individual, 

organizational and sectoral-related variables are analyzed using both descriptive and inferential 

statistics; whereas the data obtained via FGD are treated and analyzed with qualitative 

narration.  Results in general indicated that majority (76%) of employees have positive attitude 

towards BPR implementation. Despite the overall positive attitudes shown on the majority of 

employees to BPR, there is variation on the level of employees’ attitudes towards the change tool 

as compare to core and support processes, age, work experience and educational qualification 

of employee. Accordingly, it is found that core Process staffs have positive attitude than support 

Process staff. Moreover, it is found that age, level of education and extent of work experience 

affects employees’ attitude towards BPR . Further, the overall leadership commitment and 

support; communication efforts and enabling environment towards the implementation of the 

change tool are found as satisfactory in view of employees. Moreover, the key challenges to 

successfully sustain BPR are found as:  competency gap; implementation problem due to lack of 

expertise support, lack of coordination and integration and poor alignment of the 

implementation process  with recognition and reward. It is therefore concluded that although the 

overall attitude of employees is good in the organization, it is recommended that capacity-

building through training and development, having process consultation, establishing 

appropriate governance structure, establishing enabling environment in the implementation 

process and creating collaboration and coordination within the units in the organization    are 

critical  to the reform efforts in general and to BPR implementation in particular in the 

organization.  
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                                       CHAPTER ONE 
                               
                                          INTRODUCTION  
 

 
This chapter  deals with the background of the study, definition of terms, statement of the problem, 

objectives of the study, significance of the study, scope of the study, limitations of the study, and 

organization of the study. The details are as follows. 

 
1.1. Background of the Study 

 
Looking at its background, the Ethiopian Civil Service Reform Program (ECSRP) has been undergoing 

various re-structuring activities since 1996. When the CSRP was introduced at that time there were   five 

major reform pillars in order to improve and modernize the Ethiopian civil service. These five major 

pillars were: Top Management, Human Resource Management, Service Delivery, Ethics and Expenditure 

Management and Control. These major pillars have also 13 components and further sub-components 

under various projects.  

Among the five major pillars the service delivery initiative is designed to improve or change the long 

standing service delivery system in the country’s civil service so that establish efficient and effective 

service delivery system to provide quality service to citizens .So as to realize this mission BPR, the 

change management tool for quality service delivery system, is chosen and implemented in the civil 

service and government owned organizations in the country, Ethiopia.          

  

BPR was first introduced in 2003 in few federal organizations, and now executed almost in all 

government organizations. By implementing this change tool organizations are expected to create smooth 

environment for sustainable economic development of the country in turn via efficient, transparent, 

responsive, and ethical civil service. However, the implementation of the tool and the acquired results are 

not as it was expected before and as well not uniform across organizations in the country. This might be 

due to wrong perception and conception towards the change tool as employees commonly consider the 

tool, BPR, as a downsizing tool.      

Hence, this study is designed to see the attitude of employees towards the effect of change tools 

implementation specifically BPR in one of the organizations in Ethiopia, Ethiopian Airports Enterprise 

(EAE) where this tool is implemented effectively. Ethiopian Airports Enterprise is a government owned 

organization that administers all the Airports in the country. 
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Understanding the attitude of civil servants towards the implementation of BPR makes sense for resultant 

measures to realize successful organizational change. If there are negative or skeptic civil servants 

towards the tool, BPR, organizations may not bring the desired organizational change as attitude 

influences their action. Ahadi (2003) confirmed this idea as:   

“Employee attitudes are essential for organizational change to an extent that a negative employee 

attitudes i.e skepticism and cynicism and resistance can easily nullify the change effort.” Furthermore, 

some research works conducted and presented in various workshops in the civil service organizations in 

relation with BPR and other change tool implementation indicated that there are contradicting opinions in 

terms of the effectiveness of this change tool.  

More specifically outputs of various studies on BPR and empirical evidences on employee view towards 

this tool are not consistent. In this regard, the Civil Service continuously failed to address the desired 

level of service delivery to the public at large as a result of global and contextual (or cultural) issues, 

among others, (Greenfield, 1965; Hiwet, 1975; ) On the other hand it has been identified by some 

researchers that BPR in Addis Ababa municipality and banking services—is relatively satisfactory. 

Further Bezabih (2009) confirmed that the attitude of respondents towards service delivery policy with 

BPR has brought some improvements in some civil service organizations. This improvement is expressed 

in terms of provision of fast service delivery, positive behavior of civil servants to serve their clients, and 

engagement towards their work.  

Consequently with this general background that the study is designed to investigate the attitudes of 

employees towards the tool in the organization where it is fully implemented. As this study is a survey 

research, its conceptualization as the dependent variable is the status of employee’s attitude towards the 

change tool BPR; whereas the independent variables is individual and organizational variables.  

Therefore, a conceptual framework is developed. The framework l primarily focuses on themes like 

demographic factors; leadership commitment and support; communication strategies to employees; 

extent of an enabling environment, and institutional challenges and dynamics in implementing BPR and 

the corresponding views of employees in the organization. 

Moreover, understanding the employee’s attitude in the organization supports or provides inputs to 

develop knowledge on human resource management which is crucial to achieving success in the 

organization and so that for organizational development. 
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1.2 Operational Definitions of Key Terms  
 
 Attitude:  It is a predisposition or a tendency to respond positively or negatively towards a certain idea, 

object, person or situation. Attitude influences an individual’s choice of action, and responses to 

challenges, incentives, and rewards.  

 

BPR: is the fundamental rethinking and radical redesign of business processes to achieve dramatic 

improvements in critical, contemporary measures of performance such as cost, quality, service, and speed 

(Hammer & Champy, 1993).  

 

Civil Servants: are those employees and leaders or managers who are as defined above for the purpose 

of clarity in this study.   

 

Employees: Employees are permanent workers in the Core business and Support processes of the federal 

civil service organizations in Ethiopia, excluding first, middle and top level leadership, as well as military 

and police organizations.  

 

Leadership: includes all leaders of the civil service organization in Ethiopia including all levels first, 

middle and top level.  

 
 
1.3 Statement of the Problem  
 
The rationales for selecting this topic as a priority area emanates from the conception that employee’s 

attitude are important to the successful implementation of any change tool like BPR in an organization. 

Employees are undoubtedly the most affected body in the implementation of any organizational changes, 

such as BPR. During such changes, the first challenge leaders need to deal with employees as 

implementers of change tools. This is one of the issues that need to be addressed before the 

implementation of any change tool for instance BPR. If this part is missed, the involvement and 

willingness of employees to shoulder their full responsibility would fall and may develop negative 

attitudes to the change which is very difficult to reverse.  

According to the study conducted in Addis Ababa City Administration, employees underscored their 

feeling to resist change for the reasons that the work environment is uncomfortable; fear of losing their 

job and position and even become skeptic towards the results of BPR. In line with this, the achievements  
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after the implementation of BPR in the civil service organizations are not as to its expectation. One of the 

factors that contribute for this unsatisfactory performance is the concern of employees and leadership 

commitment to deliver services to their maximum effort. As EAE is one of the leading organizations in 

the implementation of the tool, BPR, such type of problem has been observed in the organization 

employees. How is the level of existence of the problem in the employees of the organization is the point 

to be addressed.    Moreover, the on/off practices observed on follow up and support from leadership at 

various levels could have been the reflection of attitudes of leadership to change interventions.  

Researches confirmed that employees attitude to BPR are vital for the realization of desired ends. This is 

because positive attitudes produce behaviors that are focused, persistent and effortful in their attempts to 

support and facilitate the implementation of the change (Hussey, 1995). Assessing the attitudes of 

employees related to change is valuable for an organization as this information can help the leadership 

devise appropriate strategies in tackling attitude problems and cope up with the implementation of 

change tools (Vakola and Nikolaou, 2005).  

Therefore, the study intends to investigate the attitudes of employees in Ethiopian Airport Enterprise 

(EAE) to the implementation of BPR and finds out whether the attitudes held to this change tool coincide 

with the desired objectives of the organization.   By doing so insights can be obtained empirically on the 

extent to which employees react to the implementation of the change tool and how the employees and 

leaders attitudes facilitate or retard the implementation of this tool in government organizations. Based on 

the findings from the study, recommendations is forwarded to decision makers of other organizations on 

how to devise appropriate strategies in dealing with employees’ attitudes in sustaining the change tool, 

BPR in their organization.  

Hence this research is carried out to investigate how is the employee’s attitude towards the 

implementation of the change tool, BPR, in the Ethiopian Airport Enterprise. And then possible solutions 

are provided to the following basic research questions.   

 

       1.   What is the attitude of employees of EAE towards BPR implementation?  

2. What are the key factors and challenges that influence EAE employees’ attitude in the 

implementation of BPR?  

3. How is the role and level of commitment of employees and the leadership in the organization 

towards the implementation of the change tool? 

4. How is the work environment in the organization to begin, implement and sustain the change 

tool with the required level of intensity? 
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5. How is the level and ways of communication to create awareness and develop better 

understanding about the change tool, BPR, upon employees in the organization?   

 

 
1.4 Objective of the Study  

 

     1.4.1 General Objective of the Study  

 

The research project has been conducted to describe how individual and organizational variables 

positively or negatively influence attitudes of employees’ with respect to BPR implementation.  

 

1.4.2 Specific Objectives of the Study  

 

With the umbrella of the general objective mentioned above the research project has specifically 

intended:  

 

� To identify  the attitude of employees of EAE about BPR  implementation ;  

 

� To distinguish the key factors that influence employees of EAE attitude to BPR implementation.  

 

� To identify the role of employees and leaders in implementing the change tool, BPR, in the 

organization. 

 

� To evaluate the level and ways of communication to make familiar employees and develop better 

attitude   towards the change tool, BPR. 

 

� To provide policy recommendations to the management of EAE and even other related 

government organizations on how to tackle attitude related issues in sustaining the 

implementation of BPR and other change tools.  
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1.5 Significance of the Study  

 

The research project has got the following significances to the users of the findings.  

 

� It adds knowledge and understanding on the situation of employees’ attitude on the 

implementation the change tools in the organization so that the organization designs the required 

strategy for effective implementation other change management tool applied in the future.  

 

� The study has provided timely policy recommendations and feedback to EAE management on the 

overall existing practice of change intervention.  

 

� Scalable lessons can be drawn from the implementation of the change tool ie. BPR   in the 

organization that could be a lesson to other similar government owned organizations in Ethiopia.  

 

� It paves the way for further study.  

 

1.6 Scope of the study  

 
The study has been carried out on Ethiopian Airports Enterprise, government owned service providing 

organization to local and international customers in Ethiopia. The research is undertaken based on the 

responses obtained from employees and the middle and supervisory level leadership. No other data 

collection approaches is used except those discussed in the review of related literatures. The data used for 

the analysis is based on single time measurements.  

 
1.7 Limitation of the study 

 
The study may have a number of its own limitations mentioned below. The study methodologically 

depends only on responses obtained from questionnaire, interview conducted with selected management 

members and focus group discussion with BPR technical team members, but measuring attitude is very 

difficult in a single point in time data collected from respondents. This is because attitude of employees 

may change over time, and requires pertinent treatments accordingly. Also some of the respondents may 
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tend to show reservations in putting the reality in giving responses regardless of the clarities given on the 

purpose of the research. Besides to these there might be inaccuracy of data, sampling errors, etc. 

 

1.8 Organization of the Study 

The research paper has got five chapters. The first chapter is  introduction which deals with  ; 

Background of the Study, Definition of Key Terms, Statement of the Problem, Objectives of the Study, 

Significant of the Study, Scope of the Study, Limitations of the Study  and Organization of the Study. 

The second chapter deals with Literature Review. The third chapter dowels up on Research Design and 

Methodology. The fourth chapter contains Data Analysis and Interpretations of the study and the fifth 

chapter will have Summary of findings, Conclusion and Recommendations. Finally other considerations 

which include references used to clarify concepts, assumptions, the instruments used to collect data are 

also incorporated in the paper. 
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                                       CHAPTER TWO 
 
                     REVIEW OF RELATED LITERATURE  
 
 

2.1 Change in an Organization  

 

Organizations need to conduct change because of many different reasons as per the actual situation of the 

organization. However, most commonly change can come from reversing recent underperformance, 

responding to a changing competitive environment or stretching the organization to be much better than it 

currently is.(Kaplan and Norton,2001)    

A change that is undertaking in an organization if it is expected to bring the right organizational change it 

should be revolutionary. Revolutionary change is defined as a change that is rapid, dramatic, and broadly 

focused (George and Jones, 1996). Revolutionary change comprises reengineering, restructuring, and 

innovation. Re-engineering involves the fundamental rethinking and radical design of businesses to 

achieve dramatic improvements in critical, contemporary measures of performance such as cost, quality, 

service, and speed (Hammer and Champy, 1993). George and Jones define business processes as any 

activity that is vital to the quick delivery of goods and services to customers that promotes high quality at 

low costs. According to them (these authors) business processes involves activity across functions. It 

involves artists, writers and editors. “Because reengineering always focuses on a business process and not 

on functions, a reengineering organization always adopts a new approach to organizing activities” 

(George and Jones; 1996).  

Managers have taken up reengineering, starts the reengineering process with the customer, ignoring the 

existing arrangement of the tasks, roles, and work activities, putting the question how we can reorganize 

the way in which it is done, work, our business process, providing the best quality, low cost goods and 

services to the customers of the organization.  

Revolutionary change refers to the restructuring involving the turnaround of things by restructuring when 

the organizations experience a rapid deterioration. The organization then resorts to restructuring by 

reducing its levels of differentiation and integration by eliminating divisions, departments, or lower levels 

in the hierarchy and down sizes by getting rid of employees to lower operating costs. Sometimes 

restructuring becomes necessary and an organization need to be downsized as unforeseen changes in the 

environments occur via a shift in technology makes the company’s products absolute or a worldwide 

recession reduces demands for its products. And sometimes organizations downsize because they have  
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grown too tall and bureaucratic and their operation costs have become far too high (George and Jones, 

1996).   

Lastly revolutionary change, innovation, which comprises restructuring, is often necessary. Innovation refers 

to restructuring which is often necessary because changes in technology make the technology an organization 

uses to produce goods and services absolute. If an organization is to avoid being left behind in the competitive 

race to produce new goods and services, it must take steps to introduce new products or develop new 

technologies to produce those products reliable at low cost. Innovation can results in spectacular success 

(George and Jones, 1996) speaks about the so-called “product champion” referring to the attempts of an 

organization to increase at a success rate of innovation to a new product development. 

 
2.2 The Concept of Business Process Re-engineering  

 

Business process reengineering is as it is defined by Hammer and Champy it is the fundamental 

rethinking and radical redesign of business processes to achieve dramatic improvements in critical, 

contemporary measures of performance, such as cost, quality, service and speed. (Hammer, 1993) 

Reengineering the business process normally includes a fundamental analysis of the organization and a 

redesign of business work flows, job definitions, organizational structure, control process and reinforcing 

mechanisms.    

It is generally conceived as consisting of four elements to be considered. These four elements which need 

to be considered are strategies, processes, technology and humans. .Strategies and processes are building 

the ground for the enabling utilization of technologies and the redesign of the human activity system. 

The strategy dimension has to cover strategies within the other areas under concern, namely organization 

strategy, technology strategy and human resources strategy.  Processes can be defined on different levels 

within the organization. The most important thing is to identify core processes which are satisfying 

customer needs and add value for them. And the other one the support process which provide the 

necessary input and support to the core process.  Information technology is considered as the 

major enabler for spanning processes over functional and organizational boundaries and 

supporting process driven organizations. The human activity system within the 

organization is the most critical factor for reengineering. 
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Figure 2.1 The Conceptual Frame Work of BPR  (Kai A .Simon, 1994) 

 

 

Ambitious objectives, creative teams, process based approach and integration of IT are among the main 

success factors for Business Process Re-engineering. According to Ascari (1995) as cited in (Hailekiros 

& Ajit, 2012), culture, processes, structure, and technology mentioned as important success factors for 

business process re-engineering. In line with this top-level management commitment and sufficient 

resources are crucial in ensuring project success. In particular, a thorough process analysis as well as a 

suitable implementation map/concept provides a sound footing for any subsequent activities (Marlen, 

2012).  

Moreover, Al-Mashari & Zairi (1999), the dimensions of the critical factors for BPR includes: change 

management, competency and support in management, information infrastructure, and project planning 

and management system. Moreover, these authors suggested that human issues should be given more due 

for BPR to function well. Employees must share a common understanding and acceptance of the ways 

the new business process is embodied in activities at the individual and unit or subunit levels which 

requires supportive organizational culture which is strong on communication and on intra-organizational 

synergy.   

Employees are undoubtedly the most affected entity in any organization when organizational changes, 

using any change tools including BPR, are undertaking in an organization. According to Nickols (2003), 

employees are people who think of themselves as members of the organization. This view suggests that  

           Strategies 

        Process  

             People        Technology  
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employees are people who commit themselves to achieve the objectives of the organization and, in 

exchange, the organization offers them pay and a good working environment. In creating this 

Nhemachena1 (2004), recommended some pointes mentioned below to be considered by the management 

of an organization.  

Understand the needs of employees: Every employee has his own individual set of needs. Leaders of 

organizations  must be sensitive to employees needs and make every effort to stay attuned in this respect. 

This way, a manager can better assign work to the employee most qualified and most suitable for the task 

in question.  

Establish the guiding principles: When introducing a change, the manager should create an 

environment that actively seeks out employees’ ideas to better implement that change. A successful 

change also depends on having employees see, own and embrace both the need for change and the 

proposed way forward.   

Keep to the principles: Trust is generally something that is earned over time. Leaders of organizations  

can build trust by demonstrating that they are guided by ethical standards and beliefs, and then by 

exhibiting behaviors that are consistent with these standards and beliefs. They should demonstrate an 

understanding of employees’ problems and issues and show willingness to become involved in their 

resolution.  

Engage in constant, honest two-way communication: Clear, honest, open communication is important 

in keeping employees interest in the success of change. Employees and managers must have an ongoing, 

honest dialogue about the change process. Educating employees about the business strategy, market 

forces and financial realities driving the change will increase employees’ understanding of the need for 

change.  

Reinforce through consistent behavior: In the process of change, leaders of organizations can keep 

trust from employees by sustaining respectful and amicable relationships and by giving employees 

freedom and opportunities to excel. They have to allow employees to question assumptions, debate ideas, 

make proposals, and evaluate the change on its merits. 
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2.3  BPR Implementation Challenges   
 
There are accounts of failures recorded in the reengineering efforts of business companies, and 

government institutions as well. In addition to the effort exerted and time spent many of reengineering  

initiatives have made organizations to cost large amount of many. Even Hammer and Champy admit that 

many companies that begin with reengineering do not succeed; estimating that as many as 50 to 70 per 

cent of the organizations that tried a reengineering effort have not achieved the dramatic results intended 

(Hammer and Champy, 1993).  

The common reason advanced is that some corporations that proceeded with the strategy failed because 

they introduced incremental changes from set procedures instead of totally discarding them and starting a 

new. This practice tends to impugn the credibility of reengineering as a technique, for much too often, 

efforts undertaken by organizations have been labeled as “re-engineering” when in fact they are not in the 

real sense of the word, and would merely involve reorganization, incremental changes in procedures, 

rewriting of policies, etc. Other reasons are listed, from merely fixing a process instead of changing it, 

quitting too early, not having expert advice and dissipating energies across a great number of 

reengineering projects. Some experts even claim that reengineering has peaked and its days are numbered 

(Halachmi, 1995).  

In the face of all these therefore, reengineering has received its share of skepticism. Applied to the public 

sector, reengineering fundamentals of “breaking away from the past” may be a major obstacle that public 

sector organizations must overcome. For one, the culture of bureaucracies has been so ingrained that any 

effort to modify it may receive resistance not only from the bureaucrats, and politicians but also from some 

interest groups as well. 

Another difficulty that lies at the heart of the problem is that reengineering requires substantial 

investments in developing or even upgrading information technology. Reengineering methods of 

employing information technology in government organizations may put government budgets under 

severe pressure considering the costs of hardware, consultant’s fee, constant upgrading and maintenance, 

as well as training and re-training of employees. This issue would certainly be prominent among 

developing countries where public spending needs to be carefully prioritized in the light of habitual 

neglect of marginalized sectors trapped in poverty, lack of opportunities and livelihood, and denied of 

access to basic social services. A public agency that allocates a substantial amount of its budget to 

information technology, hardware, software and all may be subject to much criticism and public censure.  
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The other major issue that would have to be addressed in the reengineering process is that downsizing of 

employees. This may not be a popular one and may invite the wrath of both the management of an 

organization and employees. Wide-scale removal or dismissal of government personnel at any level for  

reasons of redundancy will always be an explosive and sensitive issue that may not generate sympathy 

from the public (Halachmi, 1995).  

For most public organizations, undertaking radical changes in the way they actually deliver their services 

and products could be problematic. In line with this as cited in Hassen (2012), Bucci (2007) have 

identified the specific barriers to the successful implementation of business improvement techniques in 

the public sector. These include:  

• Public sector culture.  

• Lack of a clear customer focus.  

• Too many procedures.  

• Employees working in silos.  

• Lack of awareness of strategic direction  

• The general belief that staff are overworked and underpaid.  

•  A lack of understanding of the effect of variation, systems thinking and process flow.  

• The professional versus managerial role within public services.  

•  Not understanding the process at either the front line or across organizational boundaries.  

• The transient nature of political leader 

 

 

2.4 Employees Attitude in Implementing BPR   

 

           2.4.1 The Concept of Attitude  

An attitude is referred to as a hypothetical construct representing an individual's degree of like or dislike 

for an item (Ajzen, 2004). Attitudes are generally positive or negative views of a person, place, thing, or 

event. These views are often referred to as the attitude object. 

Four major components of attitude are: 

 1) Affective; emotions or feelings  

2) Cognitive: belief or opinions held consciously 

 3) Conative:  inclination for action.  
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4) Evaluative: positive or negative response to stimuli. (John T. Cocioppo and others: The Ohio State 

University)   

 

 Attitudes towards change may be defined as certain regularities of an individual’s feelings, thoughts and 

predispositions to act toward some aspect of his or her environment.  

Moreover, Schabracq (2007) defined attitude as “a mental and neural state of readiness, organized 

through experience, exerting a directive or dynamic influence upon the individual’s response to all 

objects and situations with which it is related”, one can reason that attitude induces not only pre-

determined responses but also tendencies towards performing of such responses.  

Attitudes can be based on different types of information (Ioana, 2013). One popular conceptualization of 

the attitude construct, the tripartite theory, holds that there are three primary types of information on 

which attitudes can be based: cognitions or beliefs, affect or feelings, and actions or behavior (Schabracq, 

2007). Attitudes refer to the general and relatively enduring evaluations people have of other people, 

objects, or ideas. These overall evaluations can be positive, negative, or neutral, and can vary in their 

extremity.  

Thus, a positive attitude towards organizational change may promote a positive perception of the change, 

weaken any feeling of uneasiness with the presence of the change, and thus facilitate a decision to accept 

or support a change (Visagie, 2010). On the other hand, a negative attitude towards change may create 

negative perceptions of a current change and/or feelings of uncomfortable with a current change, which 

can result in a distortion of perceptual process (Wheeler and Petty, 2003). In this sense, employees who 

have a negative attitude towards organizational change may have a negative perception of organizational 

change that promotes feelings of uneasiness with the presence of organizational change and thus leads to 

higher levels resistance to change and lower levels of support for change.   

 

2.4.2   Factors Influencing Employees Attitude in Implementing BPR   

 

Ioana (2013) in his work suggested that employees’ feelings, intentions and thoughts about change (i.e., 

attitude) should be determined before an organization can move ahead with the planning and 

implementation of change. It is believed that employees’ positive attitudes toward change are essential to 

successful organizational change implementation. Whereas not well-planned and communicated  
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organizational change endeavors may conversely cause employees to hesitate it and finally resist in 

various ways. Consequently the causes of resistance to organizational change may be classified in to  

three levels for the purpose of conducting this study. And these classifications of organizational change 

are presented as follows below.  

 

2.4.2.1 Employee Related Factors  

 

Employees are undoubtedly the most affected entity in any organization when some change management 

tools, such as BPR are being introduced and implemented in the organization. During any major change, 

the first challenge organizational leaders need to deal with is employees’ (potential) lack of trust in that  

change. There are various factors that determine individual’s attitude to implementation of BPR (Asli, 

2012).The main ones are:  

 Security: employees with a high need for security are likely to resist change because it threatens their 

feelings of safety and individuals naturally rush to defend the status quo if they feel their security or 

status is threatened.  

Therefore, since BPR is characterized by dramatic change, employees could have personal difficulties, 

surrounded by confusion, frustration, and sometimes panic. 

Selective information processing: Individuals shape their world through their perceptions. There is a 

significant relationship between perceived usefulness of business process reengineering and cooperation 

in its performance. It means that the more perception of advantages of process reengineering in 

employees mind , the more their cooperation in implementation (Haghighat,2012;Vithessonthi,2005). 

Moreover, the works of Ahadi (2003) strengths the above literatures that employee resistance can prevent 

BPR projects from succeeding. This can be caused by: the danger of losing job; skill or knowledge 

requirement; and skepticism about results.  

Moreover, demographic factors such as gender, age, income, work experience are also that determine 

individuals attitude to implementation of organizational changes like BPR. Martin (2006), reiterates this 

notion as: “…studies in both the U.S. and Europe generally indicate that women are somewhat more 

likely than men tends to accept organizational change and reacts quickly to environmental dynamics”. 

Inversely he explains “…it may be, too, that men generally have a greater tolerance for risk than do 

women and may place relatively higher value on utilitarian, compared to moral, goals”.  
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Further Phillips (2002) conducted "A Case Study of the Efficacy of HR managers serving as Change 

Agents", and he found that a substantial perception differences exist among individuals based on 

differences being academician versus practitioner; responsibility/accountability and income wise etc.  

disparities. Therefore it can be easily understood from these and other authors that demographic factors 

can probably create distinguishing features on attitudes and behaviors of people about something. That is 

why this study is intending to investigate and analyze the problem in terms of the specified demographic  

variables stated in the background section in relation with attitude of employees towards BPR 

implementation.  

 

2.4.2.2 Organizational Factors  

 

In an organizational context, employees may support or resist change efforts with their behaviors, and 

stand depending on the organizational philosophy and management’s practice. Even though the nature of 

human being has a tendency to seek real change, the majority of literature focuses on the opposite 

inclination; that is rejection of change– and attempts to identify causes of employee resistance (Carter, 

1995).   

So among the organizational variables that influence employees’ attitude, in this study, are leadership 

commitment and support, communication and motivation, organizational culture and structure, extent of 

organizational capacity and an enabling environment to manage change and the outcome of change including 

attitudes, perceptions and reactions as major constructs. 

In this regards, in the beginning, leadership may easily agree to support the project because the 

organizational change process is so crucial and strategic to the organization, and leaders see the value in a 

system that can clearly communicate strategic direction and demonstrate measurable results. And there is 

usually palpable excitement and enthusiasm over the rapid results achieved during the fast process of 

developing the organizational change process.  

Most organizations experience an immediate improvement in internal communications and 

understanding, a breakdown of silos, and a heightened sense of alignment and shared purpose. But when 

the senior leaders leave the “mountaintop high” of the strategic sessions and pass the torch to objective 

owners and others, the project can stall as the organization returns to its old habits of a daily operational  

focus. Based on this notion, organizational factors that facilitate or impede the change process can be 

seen in the following manners.  
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Organizational environment: Stimulation of employees and organization to accept the changes, 

members’ cooperation, suitable ways of encouragement and reward, creativity improvement and 

establishing effective connections. Therefore, the stronger the organizational culture, beliefs and values  

in an organization, the more perceived usefulness and ease of use in reengineering performance 

(Haghighat, 2012).  

 

Leadership commitment: Considering extension of change dimension a knowledgeable supportive 

leader can guarantee successful implementation of reengineering. Leadership support is an important 

ingredient in the implementation of BPR in making the change sustainable. The support must be obtained 

and sustained to successfully implement BPR (Ahadi, 2003). In line with this according to Albizu and  

Olazaran (2006), leadership and management style, which tend to be reflected in the structure’s lower levels, 

constitute a real incentive for change. The leadership exercised by the executives of several of our sample’s 

companies is clearly a key factor in BPR implementations. 

 For example, Qayoumi (2000) has identified the following factors are the major one which affect 

performers attitude in implementing BPR in any organization. These are:  

 

• Strong (and visible) support of the project by the top leadership and management;  

• Availability of systematic plan and control system;  

• Adequate resources;  

• Linkage to overall organizational strategies;  

• Use of best employees;  

• Close attention to organizational culture;  

• Focus on process change not improvements; 

• Reward for strategic team members and  

• Celebration of successes.  

 

On top of this Qayoumi in the same publication argues, “Regardless of what an organization’s leaders 

say, an organization’s employees soon figure out how to behave to be successful within their particular 

environment. This is because every organization operates under tacit rules and expectations, namely  
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organizational culture, that in most cases are more powerful than the formal mode of control.” And the 

extent of the supportive and open work culture has the power either to speed up or hinder BPR, may be 

any other change tool, implementation in an organizational context.   

There is usually an uncomfortable period of time in which the organization is caught between the old way 

and the new way – letting go of the old and embracing the new while continuing to drive the organization 

forward at competitive speed. Therefore, it takes senior leadership authority to make key decisions to 

stop working on non-strategic activities and projects (let go of the old) and to strategically re-prioritize 

the organization’s fundamental resources which help to successfully implement the desired changes. 

 

 Communication: The manner in which change is communicated is important since communication 

alters the attitudes and behaviors of employees in accordance with the objectives of the change initiative 

(Ioana, 2013). Communication is very important in an organization because it enables organization’s  

members to discuss critical organizational experiences and develop relevant information; communication 

helps organization members accomplish both individual and organizational goals by enabling them to 

interpret the implementation of  any change tool including BPR, and ultimately enabling them to 

coordinate their fulfillment of personal needs with their accomplishment of their evolving organizational  

responsibilities. On the other hand, poorly managed change communication could result in rumors, 

resistance to change, the exaggeration of negative aspects of change and ultimately a crisis.  

An important aspect that may ensure successful implementation of BPR initiatives is proper 

communication with employees. BPR initiatives often fail as a result of poorly-managed change 

communication and may result in rumors, resistance to change, the exaggeration of negative aspects of 

change and ultimately a crisis (Visagie, 2010).  

Employees should be well informed on when the change takes place, how the change is implemented, 

what is expected of them, how the change will influence their jobs, and how the company will support 

and motivate them to be more committed to the change. Early communication can decrease cynicism and 

uncertainty, neutralize rumors before they spread throughout the whole organization.  

 

Information Technology: Recognizing the role of information technology in reengineering, establishing 

effective infrastructure, investment and supplying financial sources and appropriate integration of 

informational systems.  
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Because of the reason that Business Process Re-engineering is about creating new attitudes and ways of 

collective thinking to address customer needs with efficient and effective services. But in this practice 

employees may have different and antagonistic view. People feel threatened, uncomfortable or uncertain  

because of these changes. This is because people want security and stability-not change (Matebu, 2009). 

Re-engineering business process is complex enough without delving in to what people think about it.  

Hence, it is logical for the engineer to ask why he or she should care about people’s attitudes about the 

organizational engineering. There are various reasons for this. First, an individual’s attitudes influence 

his interpretation and attributions about the reasons underlying management actions. In this sense, an 

individual’s attitude could determine whether he or she sees management’s motivation for reengineering 

as necessary to remain in the business, to serve the customer better, or to eliminate middle managers and 

other employees. Second, attitudes influence a person’s reconstruction of past events.  

 

2.4.2.3 External and Institutional Factors  

 

Implementing any organizational change tools in an organization including BPR  can also be influenced 

by other external factors such as factors outside of the organization. Various literatures show that there 

are several external factors that lead BPR implementation in to success. Examples of these factors 

include: the societal culture, economic stability, and technological change, environmental and political 

coalitions (Meyer, Brooks and Goes, et al., 1990).  

As organizations, whether public or private, operate in the open system they interact with these external 

factors. To provide their goods and services to their clients they depend on the environment to receive the 

input, process their operations and deliver their goods and services in one way or another they get 

affected by these external factors. So understanding the extent of influence these factors have in our case 

makes sense to know the status of BPR implementation.  

A generally positive attitude towards reengineering can prompt more positive collections of earlier re-

engineering efforts even if considerable difficulties are encountered during these projects. Third, an 

individual’s attitude influences the evaluation of other social stimuli surrounding reengineering. Fourth, 

an individual’s attitude influence expectations for and evaluations of the results of management actions. 

Translated in to this study context, the above four issues imply that if reengineering is considered to be 

good, then it is more likely to having good effects, such as empowering employees by giving them the 

authority to make their own decisions, rather than having bad effects such as dumping more works on 

individuals without having fair and proper  compensation. 
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                                      CHAPTER THREE 
 
                    RESEARCH DESIGN AND METHODOLOGY  
 
In general when we say research design and methodology, it means that the strategic decisions applied in 

designing and conducting the research study. And the specific research design, method and other 

procedures have been presented below.  

 
3.1. Research Design  
 
Due to its nature of inquiry and scope, the research design which this study used is descriptive survey 

method with mainly quantitative and in addition qualitative approaches so it can be called a mixed 

approach.  

As it can be understood from various sources, for example, survey research is designed to ensure 

objectivity, generalizability and reliability by employing specific techniques in participant selection, 

analysis and inferences to the entire population frame of the study in terms of relationships among 

specific variables (Creswell 2009).  

Likewise the mixed approach design throughout the research process helps to provide a comprehensive 

analysis of the research problem, and explains the outcome (Creswell 2009). The mixed method approach 

is found to be most appropriate other than using either the qualitative or the quantitative approach alone. 

So the main reason to employ this approach is to properly understand the research problem that is the 

attitude of employees in the organization.  

And in fact it helps to stick or supplement findings via complementing data gathering tools that could not 

otherwise be obtained by one types of design or instrument. Because, mixed research designs help to 

come up with reliable and inclusive findings within a limited time period that objectively measures and 

indicates its meanings, relationships, facts etc. in the actual work settings.  

Furthermore it ought to be clear that the conceptual framework served as a point of departure for 

designing the mixed approach design, framing the instruments and methods of data collection, and 

predicting the conclusion based on the findings of the variables relationships.   

The descriptive method is the method used to investigate the attitude of employees on the change tool, 

BPR, implementation practices in the organization. It enables to find out the existing facts regarding the 

real situations, attitudes, perceptions and views of respondents’ towards the implementation endeavors. 

So it is believed that descriptive survey method fits the ideal expectations of the inquiry in an attempt to  
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find out the existing reality by means of the crafted research questions, and to attain the stated objectives 

of the study.  

 

3.2. Source of Data  

Both primary and secondary data are used for analysis. The primary data are obtained from randomly 

selected target groups of employees and management team members. On the other hand, different types 

of documents like pertinent books; different types of published or unpublished documents; the internet; 

archives; miscellaneous operational documents like strategic plan, BPR and  BSC documents, 

organizational policies, periodic change evaluation reviews, etc from the organization, EAE, and even 

from other government organizations are used as secondary data source. These types of data help the 

researcher to compare and triangulate findings so as to increase credibility.  

 

3.3. Study Population and Sampling Techniques  

 
The study is conducted on the Ethiopian Airport Enterprise (EAE) head office located in Addis Ababa. 

The head office is the place where all the work process such as the core process, the support process and 

the other management process is found. All the working units of the organization presented in the organ 

gram of the organization and in addition 2/3 rd. of the total population of the organization are found in 

the head office. There are four core processes and four support processes in the organization. In 

determining the actual sample size, Hair et al. (2006) advises that the minimum required returned sample size, 

type of data analysis to be used and the expected rate of missing data should be taken in to account. Out of 

the 260 questionnaires prepared and dispatched around 32 questionnaires are distributed to each core and 

support process units to make the distribution fair and representative among employees in the 

departments.                 

 
3.4 Instrument of Data Collection  
 
To collect the mandatory data for the study, basic instruments for descriptive survey method such as 

semi-structured questionnaire, interview  with guiding questions are prepared and tested ahead to 

ascertain its reliability. The parameters used in the study are made to pinpoint for conformity with the 

theoretical framework of attitude variables at different levels; such as employees and leadership 

commitment, communication and motivation etc. to the change tool BPR is explored.  
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Likewise, using Likert scale attitude statement and open-ended questionnaire are employed to obtain the 

required data. In addition to the questionnaires administered in collecting data, interview are held with 

top  and middle  level managers to gather data which can complement with survey data gathered by using 

questionnaires. 

 

3.5 Methods of Data Analysis  

 

As to the data analysis is concerned, descriptive statistics integrated with qualitative techniques are used. 

After the data have been collected, the responses given by the respondents are initially verified, edited, 

categorized, encoded, tabulated, and analyzed using statistical packages. As to the data analysis is 

concerned, descriptive statistics integrated with qualitative techniques were used. After the data had been 

collected, the responses given by the respondents were initially verified, edited, categorized, encoded, 

tabulated, and analyzed using statistical packages. The statistical packages used are SPSS versions 16.0 and 

17.0 software. 

The analysis of data is made by using frequencies, percentages and mean values. These measures of 

central tendency are mainly used to describe the data in a meaningful manner that could portray the 

attitude of employees to the implementation of the mentioned change tools.  

The use of these tools in the analysis part is mainly to check whether the differences in responses are 

significant. These procedures helped the researcher to eventually come up with valid and reliable findings 

which are free from methodological errors and personal biases.  

Further, to investigate the extent of the perception to which respondents favor or differ toward the change 

tools, inferential relationship tests are made whether the responses provided by the two groups of 

respondents demonstrate significant differences.  

 
Specific Procedures Followed To Analyze Demographic Variables  
 

To provide the general picture of respondents’ bio-data descriptive statistics is employed and it is 

presented on table 4.1 in chapter four. So as to clearly present, analyze, interpret and conclude based on 

the collected data employing descriptive statistics helped the researcher to understand the extent of 

representation and to know their implications toward the BPR views. These demographic characteristics 

of respondents are thus incorporated with some attributes such as distribution frequencies, ratios and 

percentages.  
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Then an attempt has been made to investigate certain population characteristics with the help of means, 

standard deviations, standard errors and other central tendency measures to understand how these 

characteristics relate and influence employees’ attitude. Thus the individual variables treated are 

population characteristics like mainly the bio-data of respondents; their context of workplace as 

determined by the organizational structure as core and support processes. Regarding the bio-data are 

concerned such as gender, age, educational qualification and work experiences are the main individual 

variables of investigation.  

These variables are included in the first part of the questionnaire and filled out by employees of core and 

support processes of the studied organization. So this categorization is taken as one of the independent 

variable as it is one of the implicit inquiries of the researcher which could be affecting employees’ 

attitude. The collected data are treated based on these individual variables accordingly. Further a 

preliminary analysis on missing data is carried out to produce error free data for the proposed employees’ 

attitude analysis. This is done for not to include any outlying responses that may lead to invalid results. 

Questionnaires with serious errors have been excluded from the analysis.  

Once these quantitative analyses of the questionnaire have been completed, the data obtained from the 

interview are transcribed, analyzed and interpreted along with the main themes of quantitative analysis. 

The use of both quantitative and qualitative data is deliberately made so as to come with reach and 

reliable data that can complement each other to come up with valid findings.  

Merriam (1998) discusses that qualitative researchers should analyze data as they are collecting that data. 

Thus the researcher has taken each note while conducting the interview with the managers and 

employees. Then the notes are transcribed and analyzed promptly.  

This procedure also helped the researcher to supplement both the quantitative and qualitative methods, 

and to evaluate the similarities and differences of the findings. This deliberate procedure ensures or helps 

to triangulate both methods in order to have comprehensive findings, reliable and valid results based on 

multi approaches of data collection and analysis. 

 

3.6 Ethical Considerations   

 

Once the target population and sample sizes are recognized from the organization database, the next 

decision is to approach the representatives and respondents of the study. First it is started with a formal 

letter communication with the management of the organization. After ensuring their willingness to  
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participate in the study and the data collection procedure is conducted accordingly. Thus the whole 

research project is undertaken in accordance with consent and willingness of every participant.  

As a result with all these procedures the data collection is successfully completed. And out of the total 

260 questionnaires distributed, 237 (91%) of the questionnaires are successfully filled out and included in 

the analysis process.  

Moreover, 3 people from the top management members selected from different departments are 

participated in the interview. Focus group discussion with the technical team of the change management 

tool in the organization took place to counter check the reliability of the data gathered in the questioners 

from the employees. In addition the researcher attended the top management discussion meeting of the 

application of the change management tool.        
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                                       CHAPTER FOUR 

 

       DATA PRESENTATION, ANALYSIS AND    INTERPRET ATION  

 

This chapter deals with hard facts of data presentation, analysis, and interpretation or implications of the 

analyzed data. It includes two major analysis techniques. The first section presents the general 

characteristics and demographic features of respondents which are the subjects of the study. They are 

employees of the organization from whom data are collected, analyzed, inferred and generalized. 

Whereas the second section of the chapter  discusses about the concrete results, meanings, interpretation 

and implications of the finding after tested by inferential statistics based on the stated variables whereby 

relating to the research questions. 

 

4.1 Demographic Characteristics of Respondents 

 

In the first part of the survey questionnaire respondents are required to provide their bio-data. The bio 

data   questions include gender, types of process as core or support , since BPR classifies process as core 

and support process, age, educational qualifications and length of service in the organization.  

Accordingly, the general characteristics and composition of respondents are shown in the following table.  

It should thus be noted that this table entirely presents the general bio-data characteristics of respondents 

mentioned above, with the help of percentages related to a specific statistic.  
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Table 4:1 General Characteristics of Respondents 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

These issues are intentionally incorporated in the questionnaire to assess whether they have influence up 

on employees attitude or not. Therefore they are considered as independent variable   in order to know 

their similarities or differences in terms of employees’ perception towards the change tool 

implementation which is considered as a dependent variable.   

 

 

S.No. 

 

       Variables  

 

Frequency  

 

Percentage     

 

1 

Gender   
Male 152 64 
Female    85 36 
Sub Total 237 100% 

 

2 

Types of Process   
Core Process 105 44 
Support Process 132 56 
Sub Total 237 100% 

 
 
 
3 

Age Category   
< 25 Years  20   8 
25-34 Years 107 45 
35-44 Years 100 42 
44-54 Years   10   5 
55 and above Years …… ….. 
Sub Total 237 100% 

 
 
 
4 

Educational 
Qualifications 

  

<10th Grade …… …. 
10th-10+2   12   5 
Diploma/10+3   68 29 
B.A/BSc 147 62 
Masters   10   4 
PHD …… ….. 
 Sub Total 237 100 % 

 
 
 
5 

Work Experiences   
<5 Years   18   8 
6-10 Years 132 56 
11-15 Years   65 27 
16-20 Years   17   7 
>21 Years     5   2 
Sub Total 237 100% 
Total 237 100 % 
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With this notion in mind, the collected data are checked, coded, analyzed, organized and presented in 

table 4.1 above. This table indicates, out of the total 260 questionnaires dispatched 237 (91%) are 

successfully completed and returned. That is the collectability rate of the questionnaires distributed to 

employees is 91% which implies very dependable figure to conclude about the target population the total 

staff of the organization. Some others the remaining questionnaires are found drastically incomplete, null 

or unable to be returned by respondents, so that they are fully excluded from the research. 

In addition gender is also treated as a study variable. Accordingly a total of 152 (64%) males and 85 

(36%) females are involved in the study. This shows that the ratio is somewhat close to one-half mix. 

Hence, one can easily be convinced that the comparison between these two groups can signify the 

underlying similarities or differences although the ratio slightly differs.  

The other major variable which is taken as a major variable of the study and reference for comparison is 

the types of job of employees which is defined above as core and support process. As shown in the table 

4.1, 105 (44%) and 132 (56%) respondents are from the core and support processes respectively. Hence, 

it can be understood that the proportion of respondents is not highly polarized—that is dependable for 

comparison.  

Likewise concerning the age distribution of respondents, table 4.1 shows reasonable age distribution. 

From this table it is clear that majority (45%) of the respondents are found in the age group of 25 to 34 

followed by 42% age group of 35 to 44 and   8% and  5% in the age group of  <25 and 45 to 54 respectively. And 

again there is no participant from the age group 55 and above. This might be by chance or it is obvious that 

employees of this age group are small in number in many organizations.  This implies that respondents of the 

survey study are fairly included from all age groups although the majorities are in the middle of the 

frequency distribution.  

Even though the majorities of the respondents are found between the age groups ranges of 25-34 years, it 

is also indicated that it declines its extent to the lower extreme—that is at the entry level. While it 

increases to the right side of the distribution. So this implies that majority of the employees are found at 

the entry level of their professional career stage. Even though there are considerable respondents next to 

this large frequency distribution, there are similarities in number at the entry and exit stages of 

employees’ career.  

Regarding the educational backgrounds of respondents is concerned; the majority (62%) of respondents 

is first degree holders. And this condition shall be considered its positive or negative implication as an 

independent variable to understand employees’ attitude towards BPR implementation. Thus this situation  
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implies that the respondents are relatively with better levels of educational qualification and likelihood of 

general awareness towards the subject matter of the study. And this circumstance positively contributes 

to the reliability of  the findings of the study regardless of its results.  

Furthermore an attempt has been made to measure the extent of work experience and respondents are 

asked about their length of service. Hence the majority (56%) of respondents in both processes are 

between 6 to 10 years of working experience. This shows that the respondents of the survey study have 

neither less nor long work experience to evaluate the change process and it might have fair implication on 

the level of awareness about the change tool.  

 
4.2 Analysis of Collected Data  
 
      4.2.1 Analysis of employees’ variables  
 
This section discusses the attitude of respondents regarding the variables related to BPR implementation 

in the organization. So as to measure this variable, the researcher used an attitude scale and respondents 

are requested their level of agreement or disagreement about the parameters of the study. This attitude 

scale was the Likert’s five points scale in the questionnaire, and compared the views of the sample 

groups by validating in relation to the stated variables.  

Thus, each opinion provided in the questionnaire’s measurement scale has had the following rate.  

5 = SA = “Strongly Agree” 

4 = A = “Agree”   

3 = N = “Neutral”   

2 = D = “Disagree”   

     and  

1 = SD = “Strongly Disagree”   
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Table 4:2 Employees Attitude towards the Implementation of BPR.  

      

*Frequency  

 
As we see in the above frequency distribution table the overall views of respondents’ regarding the 

existing BPR implementation in their organization, 181(76%) is a significant number to judge or  

 

 

S.No. 

                      

                       Variables 

                            Responses  

SA A N D SD Total 

1. The initiative of implementing BPR by 
government organization is primarily to 
improve the efficiency and effectiveness of 
government organizations. 

*F 104 95 26 9 3 237 

% 44% 40% 11% 4% 1% 100 % 

2. As a result of implementing BPR  
empowering employees is the right action 
to facilitate decision making  

F 78 85 31 31 12 237 

% 33% 36% 13% 13% 5% 100 % 

3. BPR is an appropriate tool to solve the 
problems of service delivery in this 
organization.  

F 116 64 40 14 3 237 

% 49% 27% 17% 6% 1% 100 % 

4. BPR is an appropriate intervention to serve 
customers with better speed, quality and cost.  

F 116 76 33 9 3 237 

% 49% 32% 14% 4% 1% 100 % 

5. Employees in this organization have shown a 
sense of ownership to BPR  implementation  

F 114 66 14 31 12 237 

% 48% 28% 6% 13% 5% 100 % 

6. The leadership of this organization has 
shown a sense of ownership to BPR 
implementation.  

F 90 81 40 17 9 237 

% 38% 34% 17% 7% 4% 100 % 

7. The implementation of BPR  is essential  in 
improving the measurement and management 
of performance in this organization.  

F 111 62 38 21 5 237 

% 47% 26% 16% 9% 2% 100 % 

8. The perceived importance of BPR  is getting 
improved by employees from time to time.  

F 114 74 21 19 9 237 

% 48% 31% 9% 8% 4% 100 % 

9. In this organization, implementing BPR does 
not have an impact on employees’ job 
security.  

F 90 81 38 23 5 237 

% 38% 34% 16% 10% 2% 100 % 

10. The Government should work to sustain BPR  
for the future.  

F 85 104 26 14 7 237 

% 36% 44% 11% 6% 3% 100 % 

       Cumulative figures  F 102 79 31 18 7 237 

% 43% 33% 13% 8% 3% 100% 
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comprehend that the employees of the organization have good or positive attitude towards the 

implementation of the tool in their organization. 

 Whereas about 56 (24%), from the returned questionnaires, respondents have replied either their neutral 

stand or negative feelings towards the implementation. And out of this number even though the number is 

small 7(3%) of respondents expressed their strong disagreement to the implementation of the change tool 

in their organization. Mean while from the same table it is also observed that the importance of BPR to 

solve the problems of service delivery; providing quality service with maximum speed and minimum cost 

after the implementation of BPR have been underscored by some respondents.  

From this result it may be argued that although the majorities (76%) of the employees have had better 

awareness and positive attitude towards the change tool, a small number of employees 24% are still out 

of the ongoing change game in the organization. It must be kept in mind, therefore, that though the 

disparity is small since implementing any organizational change tool like BPR effectively require the 

involvement of all in an organization, and much effort and application of various mechanisms need to be 

applied in the organization to create better awareness so that acquire  positive attitude upon employees.  

 

From these results, therefore, it is obvious or it can be safely concluded that majority of the employees 

have positive attitude towards BPR implementation in the organization. 

 The next sections attempt to investigate in depth by considering how the individual variables positively 

or negatively contributed towards employees’ attitude in this regard.  

On the other hand, it was the researcher expectation that a mere differences in perception of respondents 

may lead to wrong conclusion. For instance language barriers and misunderstanding between the 

researcher’s intention and respondent’s interpretation of the questionnaire; by chance err or guessing in 

filling the questionnaire, sampling error and other extraneous variables which inhibit correct score. So 

first recognizing the source of differences and second to what extent are these differences significant or 

true differences should be addressed. The researcher assumed that some variables related to individual 

parameters may be the source of differences, and these differences have an implication on the attitude of 

employees. By recognizing these parameters that the first research question can be answered.  

Thus as discussed so far in general, and some variables related to individual parameters in particular are 

analyzed in this section and presented as shown in the following manner. Among such variables related 

to individuals is the context of workplace of employees or process-wise dissimilarity of cases. That is the 

results and analysis of core and support process condition integrated with gender of respondents is 

presented in the tables that follow. 
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Table 4:3 Employees perception based on Work Processes 

 

 

S.No. 

                       

              Work Processes 

                        Responses 

SA A N D SD Total 

1.       
              Core Process  

F 44 42 12 6 1 105 

% 42% 40% 11% 6% 1% 100 % 

2.               Support Process  F 46 50 13 16 7 132 

% 35% 38% 10% 12% 5% 100 % 

 

Regarding employees’ attitude in terms of the core and support process as we see in the table 4:3 above 

82% of employees from the core process marked their agreement and 7 % of employees have negative 

attitude towards the implementation of the tool. When we compare the two categories the core and 

support process the core process employees have positive attitude towards the change tool this implies 

good as the core process employees are those workers who perform the main activities of the 

organization and as well this part of the work force that have frequent contact with the organization 

customers. And it is understood that quality and timely services are expected much from this work force 

as the BPR theories explain core business workers should provide high quality service within short period 

of time to customers.   

In the case of employees in the support process, while 73% of respondents from this group expressed 

their positive attitude, at about 17 % of respondents expressed their negative attitude.  In both groups, the 

core and support process employees’ almost equal number of respondents at about 10% marked the 

neutral option. This also has some implication as the point of the research is attitude a behavioral concept 

but it requires further study to identify the reason reach at a conclusion.      
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Table 4:4 Employees perception based on Gender  

 

S.No.                        Gender                           Responses  

SA A N D SD Total 

1.       
              Male  

F 61 68 9 6 8 152 

% 40% 45% 6% 4% 5% 100 % 

2.            Female  F 38 39 4 4 …… 85 

% 44% 46% 5% 5% …. 100 % 

 

Demographic factors such as gender, age, income, work experience are also that determine individuals 

attitude to implementation of changes in an organization. In terms the first factor gender women are 

somewhat more likely than men tends to accept organizational change and reacts quickly to 

environmental dynamics, Martin (2006). Inversely he explains “…it may be, too, that men generally have 

a greater tolerance for risk than do women and may place relatively higher value on utilitarian, compared 

to moral, goals”. Therefore it is good to see the attitude difference if there is between the two sexes so as 

to see employees related factor in the implementation of the change tool in the organization. 

 Regarding employees’ attitude in terms of gender as we see in table 4:4 above 85% of 152 male 

employees marked their agreement whereas 9 % of this group have negative attitude towards the 

implementation of the tool. When we compare the two categories 90% of 85 female employees have 

positive attitude towards the change tool whereas 5% of female respondents has expressed their negative 

attitude by choosing the D option. However, no one has chosen the SD option from the female 

respondents while there are 5 % of male respondents who has chosen this option. This implies good as 

the number of female respondents in the study is not small and even though the number of female staff in 

general in the organization are attributed to the support process. 

 Nevertheless, there is no significant difference between the views of male and female as evidenced in the 

frequency distribution table above. This implies gender does not affect the attitude of employees in the 

organization. Hence the implication of this finding confirms that there are fundamental differences in 

perception between the core and support processes employees towards BPR implementation roughly in 

the organization. 

So from the overall result of this analysis it can be inferred that the core process employees have better 

attitude towards the implementation of the change tool than the support process employees; whereas 

there is no basic differences exclusively based on gender.  
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Table 4:4 Employees perception based on Age Category  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

As we see in the above table 4:4 many of the work force in the organization is in the age group of 25-34 

years. When we evaluate the attitude of this group towards the implementation of the change tool more 

than half percent that is 53% of employees in this age group has marked the SA option and 6% of 

respondents have selected the SD option too. In addition 36% of this group has also expressed their 

positive attitude by selecting the Agree option. Totally 89% of employees in this group have positive 

attitude towards the implementation of the change tool in the organization.  The other largest work force 

next to the age group 25-34 is 35-44 age groups. Out of the total 237 number of the respondents 100 

employees belong to this group. 88% of respondents from this group has got positive attitude towards the 

change group. What we haven’t seen in the other groups, no one has chosen the SD option from this 

group. Even though the number of employees in the age group <25 years is small as it is compared with 

the other group, 94% of employees in this group have chosen the A and SA options. It means that they 

have positive attitude towards the change tool. Among the 10 people who are in the age group of 45-54 

years and filled the questionnaire 6 people expressed their disagreement and the rest became neutral. So 

we can’t see any positive attitude towards the change tool in this age group. From this data analysis we 

can infer that relatively the higher the age group do not have positive attitude where as the smaller the  

 

S.No.          Age  Category                               Responses  

SA A N D SD Total 

1.  

       <25 years 

F 11 8 1 ….. ….. 20 

% 54% 40% 6% …. …. 100 % 

 

      2. 

 

        25-34 years 

F 53 36 3 8 7 107 

% 50% 34% 3% 7% 6% 100 % 

 

3. 

 

        35-44 years 

F 45 43 5 7 ….. 100 

% 45% 43% 5% 7% ….. 100 % 

 

4. 

 

       45-54 years 

F …… …… 4 3 3 10 

% …… …… 40% 30% 30% 100 % 

 

5. 

 

       55 years and above 

F …. …… ….. …. …. …… 

% …… ….. …… …… …… ……. 
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age group has got positive attitude towards the change tool. The reason behind might require further 

study.  

 

Table 4:5 Employees perception based on Education Level 

 

 

S.No. 

                  

               Education Level 

                             Responses  

SA A N D SD Total 

 

1. 

 
<10 th. Grade  

F ……. …. …… …. …. ,,,….. 

% ….. ….. ….. …… ….. …… 

 

2. 

 
10th.- 10+2 

F 6 6 ….. …… …. 12 

% 51% 49% ….. ….. ….. 100 % 

 

3. 

 

College Diploma or 10+3 

F 45 21 ….. 2 …. 68 

% 66% 31% …… 3% ….. 100 % 

 

4. 

 

B.A or BSc.  

F 69 49 9 14 6 147 

% 45% 35% 6% 10% 4% 100 % 

 

5. 

 

Masters Degree 

F ….. 7 1 1 1 10 

% ……. 70% 10% 10% 10% 100 % 

 

6. 

 

PHD 

F ……. …. …… …. …. ,,,….. 

% ……. …. …… …. …. ,,,….. 

 

 

The other issue of analysis related to individual variable is whether level of education has influence on 

employees’ attitude towards BPR or not. 

When we see the employees’ attitude based on their education level in the above table 4:5 it is possible to 

say there is no attitude difference with respect to education level difference.  Among employees who 

filled the questionnaire almost all or more than 90% of employees from the three level of education such 

as 10th.- 10+2, college diploma and 1st. degree holders marked the SA and A options . No disagreement 

option is selected but the 3% of college diploma employees. When we see the professional groups, 80 % 

of the first degree holder’s respondents have replied their agreement towards the change tool. However, 

not small number that is 14% of respondents from this group has expressed their negative feelings. 

Having this amount of negative response from this group cannot be considered as simple as majority of  
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the total respondents are from this group. In addition since the main working force of the organization is 

from this group, having the positive attitude of this force is crucial for implementation of any change 

tool. As the number of master’s degree holder’s employees is small as we see in the table above, no one 

has chosen the D and SD options except 8% of respondents opt the N option.      

Thus this result implies that scholars in the studied organization do have positive perception to the 

implementation of the change tool. Consequently from this finding it can be concluded that employees 

with higher levels of education in EAE show positive attitude towards BPR. 

 

Table 4:6 Employees Perception based on Work Experience  

 

 

S.No. 

            

             Work Experience 

                        Responses  

SA A N D SD Total 

 

1. 

 
        0 to 5 years  

F 8 10 ……. …… …… 18 

% 45% 55% …. …. ….. 100 % 

 

2. 

 
         6 to 10 years 

F 62 44 11 15 ….. 132 

% 47% 33% 8% 12% ….. 100 % 

 

3. 

 

        11 to 15 years 

F 26 21 10 8 ….. 65 

% 40% 32% 15% 13% ….. 100 % 

 

4. 

 

         16 to 20 years.  

F ……. 9 2 4 2 17 

% …. 53% 15% 22% 10% 100 % 

 

5. 

 

          21 and above years  

F ….. 5 ….. …… ….. 5 

% ….. 100% ….. ….. ….. 100 % 

 

 

The last, but not the least, item which is classified as an individual variable under the bio-data of the 

questionnaire is work experience. To understand this notion the respondents are categorized in five work 

experience group. As the outputs of the frequency distribution table above has shown, among the positive 

attitude that can be seen in the first three groups can’t be seen in the last two groups of work experience. 

From the table we can understand that in the first experience group 0 to 5 years even though the number 

of participants is small in number all the participants have expressed their positive attitude. The second 

experience group, 6 to 10 years, which the number of respondents is large 80% (106 out of 132)  
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responses show good attitude.  In this group while 80% of respondents have expressed their positive view 

no one has chosen the SD option though there are 12% responses in the option D. Generally employees in 

this service year group have good opinion up on the change tool implementation. 

 The second largest number of participant in the study is the 11 to 15 years experience group. Like the 

previous experience group respondents in this group also haven’t chosen the SD option. However, 11( 

15%) of respondents have opted the N option . Being neutral in case of attitude taste may have its own 

reason which requires further study to identify the root cause.              

In the group of 16 to 20 years experience out of the 17(100%) respondents 2(10 %) of employees express 

their strong disagreement towards the change tool, and again as we see from the table no one has chosen 

the SA option from this group. In addition the last experience group of 21 and above years experience all 

the respondents have chosen the option A but the number of respondents is quite small. Differences 

among the various groups classified in the work experience shows that the extent of views among these 

various groups is not consistent towards BPR implementation. This finding led the researcher to the 

conclusion that employees in the organization have significant perception difference exclusively based on 

their work experience. From the above analysis we can conclude that small years experienced employees 

have positive attitude where as the long years experience workers in the organization do not have positive 

attitude towards the change tool which lead to further study to find out the reason why this happened.        

 
4.2.2 Analysis of Organizational and Managerial Variables  
 

After discussing  the individuals’ related variables in the previous topic, it is found appropriate to  assess 

how is the  managerial and organizational factors in relation to the  implementation of the change tool 

,BPR , look like  in the  organization.  

To understand this issue the assessment mainly focused on the extent of leadership commitment and 

support from initiation up to implementation stages; level of communication strategies to employees in 

the process of implementing the tool and the degree of an enabling environment as a result of this change 

tool. To this end respondents are requested to provide their opinion with respect to these three dimensions 

which are classified as organizational and managerial variables. 

 
4.2.2.1 Leadership Contributions towards BPR Implementation  
 

Leadership contributions in terms providing the necessary direction and support with the required level of 

commitment plays a vital role for overall achievement in general and specifically for successful 

implementation of an effective change program in an organization. From its name the leadership may be  
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judged in terms of work outcomes of the change since the success or failure of work outcomes might be 

considered to be consequences of leader behaviors.  Having this in mind the questions distributed and the 

respondent’s opinion gathered from are presented and analyzed below.  

 

Table 4:7 the level of leadership contributions in the implementation of BPR in the organization 

 

 

 

S.No. 

                        

                     Statements  

                            Responses  

 

SA 

 

A 

 

N 

 

D 

 

SD 

 

Total 

1.  The leadership takes the leading role by 
being example from idea initiation 
stages of BPR implementation. 

F 104 95 18 9 9 237 

% 44% 40% 8% 4% 4% 100 % 

2. Employees are provided adequate 
training that can help them in 
implementing BPR in their respective 
assignments. 

F 107 111 …… 18 ….. 237 

% 45% 47% …… 8% …… 100 % 

3. The leadership support is consistently 
available to employees in solving 
problems encountered while 
implementing BPR. 

F 92 100 24 14 7 237 

% 39% 42% 10% 6% 3% 100 % 

4. The leadership uses a pull approach in 
making employees accept BPR 
initiatives.  

F 100 76 24 38 ….. 237 

% 42% 32% 10% 16% …… 100 % 

5. The leadership involved employees from 
the beginning up to the implementation 
phases of BPR. 

F 114 66 14 31 12 237 

% 48% 28% 6% 13% 5% 100 % 

6. The leadership is providing credit to 
employees’ contribution in implementing 
BPR. 

F 95 90 24 12 ….. 237 

% 40% 38% 17% 5% …… 100 % 

7. 

 

The leadership of the organization is 
providing due attention to sustain the 
implementation of BPR through 
continuous follow up and feedback.  

F 111 71 38 17 …… 237 

% 47% 30% 16% 7% ….. 100 % 

           

          Cumulative Average  

F 103 87 20 20 7 237 

 % 43 % 37 % 8 % 8 % 4 % 100 % 
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When we evaluate the leadership commitment and support in the implementation of BPR in the 

organization from the respondents opinion in the table 4:7 above the cumulative average shows that the 

leadership of the organization have played its leading role well in the change process because 80% of the  

 

respondents have expressed their positive opinion towards this idea even though 12 % of the respondents 

have expressed their negative opinion. When we see the cases specifically we can say that the leadership 

has played well its role in terms of providing adequate training and building employee’s capacity and 

make ready for the change. More than 90% of respondent’s response assures this point. Regarding 

problem solving roles of leadership, 81% of respondent’s opinion shows positive attitude where as 9 % of 

respondent’s response shows negative. This is not observed in the other points of the leadership role. 

Therefore, possible to say the leadership role in terms solving problems in the change process may have 

got some limitation. The other point presented in the questionnaire to see the leadership role in the 

change process is how the leadership role in making employees involve in the change process is. Like in 

the previous case here also 18% of respondents have expressed their negative opinion even though 

around 76% of them have positive opinion to the point. Therefore here also the leadership commitment 

and support has got some limitation in terms of evolving employees in the change process.  

Regarding providing credit to employee’s contribution in the change process and providing due attention 

and undertaking the required follow up more than 75% of respondents expressed their positive attitude to 

the leadership where as at about 5% of respondents expressed their negative attitude. Generally speaking 

from the above analysis we can conclude that the leadership role and support which is critical as it is 

mentioned in the literature review part in the implementation of BPR in the organization as per 

employees opinion is very good and beyond satisfactory .             

Likewise according to the interview made with the middle management group and the change 

management technical team, the commitment of leadership in sustaining and keeping the momentum of 

the change was encouraging and good efforts were made especially from the top leadership and from the 

middle to some extent. During the implementation phase, standards and procedures were developed and 

communicated to employees and the study documents were issued and the required trainings were 

provided to all employees to create awareness. In addition to this the implementation phase was 

undertaken with the required level of control and support through proper monitoring and evaluation 

mechanism in weekly bases. The implementation phase was carried out through implementation plan 

strategies and the overall change process was supported by an independent professional advisory team.  
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From these quantitative and qualitative results it can be concluded that all respondents have common 

understanding towards leadership commitment and support in the process of implementing BPR in the 

organization. And of course this does not mean that the leadership has reached its maximum potential in 

supporting the change process as there are some figures are shown in the respondent’s opinion reflected 

in the table 4:7 above. 

 

4.2.2.2 Communication and Awareness Creation Strategies  
 

The level of communication and awareness creation strategies in the implementation of the change tool in 

the organization is the other point of analysis under the organizational and managerial factors of this 

study. So this section presents and discusses the attitude of respondents towards this variable in their 

organization, EAE in the implementation of BPR.   Similar to the other variables presented so far, an 

attitude scale is used and respondents are asked to provide their level of agreement or disagreement to the 

levels of communication strategies to employees and their views are analyzed quantitatively. 

 

Table: 4.8 the extent of communication to employees in the implementation of the change tool.  

 

S.No.                     Statements                         Responses  

SA A N D SD Total 

1. Training and awareness programs created 
clarity about the purposes and needs of 
implementing BPR. 

F 109 104 24 …… …. 237 

% 46% 44% 10% ……. …… 100 % 

2. There has been a clear channel of 
communication about BPR implementation 
across the organization. 

F 71 135 12 12 12 237 

% 30% 57% 5% 5% 3% 100 % 

3. This organization always attempts to 
identify problems and challenges in 
implementing BPR and communicates to 
employees accordingly. 

F 45 123 24 38 7 237 

% 19% 52% 10% 16% 3% 100 % 

4. The organization tries to share best 
practices among employees about BPR 
implementation.  

F 95 81 24 24 13 237 

% 40% 34% 10% 10% 6% 100 % 

.       
         Cumulative Average 

F 80 111 21 19 8 237 

% 34% 47% 9% 8% 3% 100 % 
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When we see the respondents’ response in relation with the communication and awareness creation 

works in the organization, in terms of creating awareness through trainings has been done well because 

90 % of the respondents approve this by expressing their positive opinion. Moreover, choosing the 

appropriate channel to communicate the change tool is also done satisfactorily as per the response of the 

respondents though there are 8 % of negative opinion more than 85% of responses depicts positive 

opinion of employees. However, from the points rose to assess the communication aspects relatively 

significant number of respondents’ response depicts negative opinion towards communicating of  

 

problems and challenges while implementing the change tools. That is around 19% of respondents has 

expressed their negative opinion where as 10 % remains neutral. The same is true for how is the sharing 

of best practices among employees in the implementation. That is at about 16% of responses show 

negative opinion while 74% of responses depict the positive one. To sum up when we see the cumulative 

average figures more than 80% of the responses show the positive opinion of respondents while 10% of 

the figure is negative opinion and the rest around 8% of the average response is neutral. Based on this 

figure we can conclude that the level of communication to employees in the implementation of BPR in 

the organization is satisfactory so employees of the organization have well communicated and are aware 

of the change tool.                    

Moreover, from the interview and technical group discussion it is found that the organization has 

implemented different communication strategies using mechanisms such as Microsoft outlook, weekly 

report by employees, periodic meetings, orientation and training to create awareness & develop common 

understanding on the change tool.  

In addition some employees selected from different departments attended a forum for exchanging 

information organized by government body in the implementation of the change tool. Despite these 

efforts, most of the participants in the discussion pointed out that, employee mobilization works are not 

as their expectation.  

Similarly there are times where the monitoring and evaluation endeavors become highly tightened and in 

some cases loose. Therefore it is concluded that although variations in some responses are observed, the 

overall attempt to communicate the change tool applying different strategies is good in view of the 

majority of respondents. 
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4.2.2.3 Availability of Enabling Environment.  

 

The other organizational variable classified as the third major issue is establishing an enabling 

environment for the change process. The concept of enabling environment in sustaining a change tool 

implementation including BPR is discussed in the literature review part. To this end, the following part 

discusses the attitude of respondents towards this variable in the implementation process in the 

organization. Therefore, in relation with this variable, how is the respondents response for the questions 

presented in the questioner and its analysis are provided as follows.  

 

 

Table 4.9  the availability of an enabling environment for proper implementation of the change tool  in the 

organization.  

 

S.No.                         

                       Statements  

                             Responses  

SA A N D SD Total 

1.  There is a positive relationship among 
organizational members in the process of 
implementing BPR. 

F 95 100 22 20 ….. 237 

% 40% 42% 10% 8% …… 100 % 

2. BPR has helped this organization to have 
clear systems, processes and procedures 
with a reasonable balance between 
employees’ empowerment and 
safeguarding of organizational resources. 

F 83 118 12 12 12 237 

% 35% 50% 5% 5% 5% 100 % 

3. This organization has successfully 
supported BPR with information 
technology which speeds up daily 
operations. 

F 52 118 23 23 21 237 

% 21% 50% 10% 10% 9% 100 % 

4. The organization has created the platform 
for proper identification and solving 
problems encountered in implementing 
BPR. 

F 81 103 15 23 15 237 

% 34% 44% 6% 10% 6% 100 % 

5. The implementation of BPR has enabled to 
differentiate good performers from poor 
performers. 

F 95 81 15 23 23 237 

% 40% 34% 6% 10% 10% 100 % 

6. The implementation process was supported 
by appropriate systems of motivational 
schemes for better performance.  

F 71 47 28 45 16 237 

% 30% 32% 12% 19% 7% 100 % 

.       
         Cumulative Average 

F 82 97 19 24 15 237 

% 35% 41% 8% 10% 6% 100 % 
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Respondents’ response on the availability of an enabling environment in the organization as we see in the 

table 4.9 above more than 75% of the respondents’ response from the cumulative average shows positive 

opinion. However, not small number of responses such as around 16% of responses shows the negative 

one. Among the items listed to evaluate the availability of an enabling environment in the organization 

82% of respondents’ responses expressed their positive opinion where as 8% marked the option D and 

there is no SD for the item whether there is good relationship among members of the organization or not. 

From the figures we can say that there is good relationship among members such as department, units,  

 

 

teams and even individuals in the organization. Having good relationship among change players in the 

change process is critical in an organization as change requires effective team work and integration as it 

is mentioned in the literature review part. For the item to see the role of the change tool in terms of 

establishing good systems, having workable policies and procedures and empowering employees 85 % of 

respondents  has expressed their positive opinion but here even though the amount is small 5% of 

respondents’ response show SD. This implies that the BPR undertaken has brought good system and 

created suitable working environment in the organization. However, in relation with the use of 

information technology in supporting the change process as per the figure observed in the table though 

71% of responses show respondents positive opinion 19% of responses which can’ be seen in the other 

items show negative opinion. This implies that the change process has got limitation in terms of being 

supported by the required information technology. But IT is one of the major critical elements in 

undertaking BPR in an organization.  

The other item used to assess the enabling environment for the change is creating plat form to identify 

and solve problems encountered in the implementation process. Here also even though around 78% of 

responses show positive opinion at about 16 % of the total response depicts negative opinion. In terms of 

identifying and solving problems the figure implies that there is some sort of limitations.                 

So from this quantitative analysis it is indicated that there are no independent organizational and 

managerial factors which are exclusively related to the enabling environment variable. And it is 

concluded that although some respondents have lower level or neutral view towards the availability of an 

enabling environment gained from the change tool implementation, almost all employees who are either 

from the core or support processes have common understanding in the BPR implementation, and this is 

an indication of good efforts in the organization enabling environment. 
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With regard to an enabling environment the information gathered in the interview confirmed that there is 

lack of explicit and formal performance based motivation system applied or available for effective 

implementation of BPR in the organization. This could have a negative impact on the sustainability of the 

change tool. However, it is also mentioned by some of the management team members in the interview 

that the motivation scheme which is under study will be finalized and implemented soon so the problem 

might not stay for long.      

Thus these results of quantitative and qualitative findings imply that there is no significant perception 

difference between respondents towards an enabling environment variable. And this condition implies  

and also leads to generalize almost all employees of the organization have common understanding in 

these managerial and organizational variables.  

Finally, we can conclude that despite the fact that some or far below the average views’ of respondents 

have negative view, and some of the specific cases mentioned in the analysis which have some actual 

limitations the organizational and managerial factors when they are evaluated at organizational level are 

found to be satisfactory and the attitude of employees regarding the implementation of BPR is very good 

in the organization.  

 
4.2.3 Analysis of Other Related Variables   
 

Subsequently in order to comprehend the concern of individual and organizational factors affect 

employee’s attitude in the implementation of the change process respondents are requested in the open 

ended part of the questionnaire to provide their opinions about the major problems and challenges their 

organization faced in implementing BPR. The open ended questions are focused on what key problems 

and challenges are being faced; why these problems are pertaining and what should be done to alleviate 

these problems.  

 

 

 

 

 

 

 

 

 



44 

 

 

Table 4.10 Respondents view on key problems and challenges  

 

S.No.                  Major Themes  Respondents 

Number 

Percentage Remark 

1. Competency gap of employees          205 86 %  

2. Implementation problems       200 84%  

3. Lack of coordination and integration      182 76%  

4. Reluctance and resistance of employees 22 9 %  

5. Others ( different  cases ) 21 9 %  

 

 

According to table 4.10 above, the largest portion of the figures 205(86%), which is most repeatedly cited 

theme is competency gap of employees. This shows that the critical problem in implementing BPR in the 

organization is related with having the required skill and knowledge up on employees. This problem 

might be existed due to lack of having proper awareness creation sessions using different mechanisms.  

On the second place next to this theme is implementation problem which has 200(84%) of the total. 

When we evaluate and analyze the kind of this implementation problem, it has close relationship with the 

competency gap. The implementation problems could exist due to lack of technical skill on performers, 

lack of working manuals and shortage of appropriate direction and follow up. Lack of coordination and 

integration is the other point raised as a problem by some respondents at about 182 (76%) of respondents 

have mentioned this as one of the possible problem in the implementation of the change tool. 

Respondents have also mentioned some points related with reluctance and resistance of employees even 

though this point is not stated by many of the respondents. As we see in the table above 22(9%) of 

respondents indicated this as the possible problem. Employees’ resistance and reluctance may be caused 

due to the other reasons mentioned by many respondents like competency gap of employees and some 

implementation problems mentioned above. Employees usually get reluctant and become resistant if they 

lack competency up on something then lose interest. Therefore the reasons mentioned by respondents are 

interrelated each other. Then other issues like lack of transparent evaluation mechanism, lack of equal 

pay for equal jobs,  and problems of resources or input allocations  has got 21 ( 9 %) of the total 

response.   
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This implies that although there is encouraging results in terms of employees’ attitude towards the 

implementation of the change tool in the organization still a number of 22(9%) opinion of reluctance and 

resistance cases require further study to analyze the root causes. 

Next to identifying the key problems and challenges analyzed above respondents are requested to propose 

solutions of their own to alleviate the problems they have already mentioned via the open-ended 

questionnaire, and the result of this question is summarized in the following table: 

 

Table 4.11 Respondents view on possible solutions  

 

S.No.                  Major Themes  Respondents 
Number 

Percentage    Remark 

1. Sufficient training and awareness 
creation program 

       198 84%  

2. Alignment of incentives       190 80%  

3. Appropriate technical support by subject 
expertise 

     132 56%  

4. Continuous monitoring and follow up 
during implementation 

34 14%  

5. Establishment of good system 32 13.5%  

 

As we observe in the above table 4.11 the summary of the respondents opinion in the open ended part of 

the questionnaire 198(84%) of respondents proposed that providing sufficient training and awareness 

creation are the possible solutions to alleviate the problems mentioned by them. As the second possible 

solutions proposed by the respondents is alignment of incentives. 190 (80%) of respondents proposed this 

as solution to alleviate the problems. These two issues are very critical or have got strong impact upon 

employees’ attitude in the implementation of change tool in the organization. Application of appropriate 

incentive mechanism motivates employees to understand and perform much and go along with the 

required momentum in the change process. Even in the above analysis of table 4.9 above we have 

observed that for the point that used to assess whether the implementation process was supported by 

appropriate systems of motivational schemes or not 26 % of respondents expressed their negative opinion. 

This confirm that the implementation process  has got some sort of limitation and it is possible to say the 

organization need to work differently in terms of supporting the process with appropriate incentives 

mechanisms.  
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 Sufficient training and awareness creation program is the other point proposed as a solution to alleviate 

the problems mentioned above. As we see from the table this point is also proposed by many 

respondents. But this idea might be contradict with similar idea in the other part of the questionnaire. 

Respondents have already given positive opinion that is 90% for the question that asks if the training and 

awareness programs given to employees created clarity about the change process. However, we can’t say 

there was lack of training and awareness creation programs; it is obvious that having additional training 

and capacity building sessions in the organization more clarify ambiguities if there is and capacitates 

employees for better implementation of the change process.   

Acquiring technical support from subject matter experts is the other point raised as a solution for the 

problems. 132 (52%) of the total respondents proposed this idea as a solution. An advisory or consulting 

team in the implementation of BPR is one of the bodies with others like steering team and technical team 

required in the governance structure of BPR implementing organization So it is rational to have an  

experts power to solve problems like competency gap and implementation problems indicated by 

employees in the previous table.  

Continuous follow up and establishing good system are the other points proposed by respondents as 

solutions to alleviate the problems. These two points are proposed by almost equal number of people.34 

(14%) and 32 (13.5%) respectively of the total respondents proposed these solutions. The points such as 

having a continuous follow up and establishing good system is naturally interrelated each other.  

 

Establishing good system means it is having a system of monitoring and follows up, a mechanism of 

solving problems and providing immediate solutions and having appropriate policies and procedures etc    

The information gathered from the interview is also recognized these points assertively. A continuous 

capacity building programs to employees, having a consulting body on technical matters and a close 

monitoring and follows up are the issues raised by all interviewees repetitively as solutions to minimize 

problems and increase the attitude of employees towards implementation of any change tools including 

BPR in their as well even in other organizations.        

To sum up continuous monitoring and follows up mechanisms, equitable incentive system, capacity 

building programs, having a consulting body for technical issues and establishing good supporting 

system are the organizational and managerial  variables that affect the attitude of employees in the 

implementation of the change tool in the organization 
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                                                 CHAPTER FIVE 
 
                      SUMMARY, CONCLUSIONS AND RECOMMENDATIONS  
 
This chapter presents the summary of the major findings of the study, conclusions and possible 

recommendations based on the analysis and interpretation of the data that are collected through 

questionnaires, interview, and group discussions.  the attitude of employees towards the implementation 

of BPR in the Ethiopian Airports Enterprise. 

 
5.1 Summary of the Major Findings 
 
This study attempted to investigate the attitude of employees towards the implementation of BPR in the 

Ethiopian Airports Enterprise (EAE). The study provides the management of the organization and other 

concerned bodies possible policy recommendations and change management tool implementation 

methodologies based on the findings. Therefore it helps the management of the organization not only to 

inform about current employees’ attitude towards BPR implementation but also to decide on future 

directions and planning activities of reform efforts undertaking in the organization in general and about 

BPR implementation in particular. Moreover other government organizations which are engaged in BPR 

and other change management tool implementation may also learn from these findings and inculcate 

important lessons onto their specific contexts.  

 

Regarding Individual Variables on Attitude of Employees. 
 

� The collected primary data from employees through the survey questionnaire indicated that majority 

76% of the respondents have expressed their agreements on the scale and this shows employees of the 

organization have positive attitudes towards the implementation of BPR in the organization. Having 

larger amount of employees positive attitude towards the implementation of a change tool specifically 

BPR which require the involvement of all in an organization is a good opportunity for the organization to 

implement its strategy successfully.   

� Furthermore, in the analysis of employees in the work process as core & support process since this 

classification is basic in the concept of BPR, it is discovered that the core processes employees have 

higher or better positive attitude than the support processes employees. Having greater amount of positive 

attitude in the core staff is remarkable in the implementation of BPR as the core staff employees are more 

responsible to accomplish the mission of the organization.   
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� Regarding employees’ attitude in terms of gender, there is no significant difference between the 

views of male and female employees in the implementation of BPR in the organization. As the matter of 

fact it can be possible to say that gender does not affect the attitude of employees in the organization. 

 

� Employees attitude in terms of age group the age group 25-34 in which many employees belong to  

have higher positive attitude towards the implementation of the change tool than the other groups. 

Employees from the second largest group, 35-44 age groups, has got positive attitude next to the first 

group. Though the number of employees in the age group of 45-54 years is small as it is compared with 

the other, employees in this age group do not have positive attitude towards the change tool in the 

organization.   

� It is also ascertained that employees in the organization do not have significant attitude difference 

towards BPR implementation based on educational differences. More than 90% of employees from the 

three level of education such as 10th_ 10+2, college diploma and 1st. degree holders have positive view 

towards the change tool. Significant number of the professional groups, first degree holder employees has 

replied their agreement towards the change tool. Thus this result implies that scholars in the studied 

organization do have positive perception to the implementation of the change tool. 

 

� The other individual variable under the bio-data of the study is work experience. The second 

experience group, 6 to 10 years experience, which has large number of workers in the organization shows 

higher positive attitude than the others work experience group. Having positive attitude in this experience 

year’s group is critical and essential for the organization as the group is the largest group and potentially 

sufficient group as their experience in the organization is small as compared with the other groups.     

 

 � The second largest experience group in the organization, 11 to 15 years experience group, is the 

second work experience group which show positive attitude towards the implementation of the change 

tool  next to 6 to 10 years experience group . 

When we summarize the above findings in general employees’ attitude gets lower as their experience 

gets higher in the organization. That is might be due to fearing of losing jobs or positions since BPR is a 

change tool that brings a radical and fundamental change in an organization.      

  However, the number of employees is getting less as the experience is getting higher. Therefore, it can 

be said that the largest working force in the organization has got positive attitude towards the  
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implementation of BPR which is desirable for getting the intended result out of the implementation of the 

change tool.           

 
 
Regarding Variables Related To Organizational and Managerial Factors.  
 
After the analysis of individual related variables, it makes sense to know that how organizational and 

managerial related variables affect employees’ attitude towards BPR implementation in the organization. 

The following findings are determined from the investigation in relation to this variable:  

 

� In general, it is found that the leadership commitment and support the implementation of the change 

tool in the organization is good. The leadership of the organization has played its leading role well in the 

change process. 

� The leadership role in terms of providing adequate training and building employee’s capacity at the 

time of implementation is very remarkable as it is compared with other roles like solving problems and 

involving employees in the change process.   

�Solving problems during implementation of the change tool have been done better than involving 

employees to the required level in the change process. Therefore, making employees involve in the 

change process require much effort to be done well in the organization from the leadership perspective. 

�  Likewise, the commitment of leadership in sustaining and keeping the momentum of the change 

was encouraging and good efforts were made especially from the top leadership than from the middle 

level. 

 
Regarding Variables Related to the Extent of Communication to Employees  
 
The extent of effective communication to employees, during the implementation of BPR in the 

organization is found to be very satisfactory. 

� In terms of creating awareness through trainings have been done well moreover, choosing the 

appropriate channel to communicate the change tool is also done satisfactorily  

� Regarding communicating of problems and challenges while implementing the change tool, by 

applying different communication strategies using mechanisms such as Microsoft outlook, weekly report 

by employees, periodic meetings, orientation and training to create awareness & develop common 

understanding on the change tool have been undertaken to the required level . This implies that the  
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communication aspect has been addressed well in the organization. That is why the employees have 

positive attitude in general towards the change tool.  

 

Regarding Variables Related To Enabling Environment 
 

In relation with the availability of an enabling environment in the organization, generally the organization 

has created conducive and enabling environment to employees in the implementation of the change toll in 

the organization.  

� It is assured that there is good relationship among members of the organization such as department, 

units, teams and even individuals in the organization. 

�  The management has played significant role to create enabling environment in terms of establishing 

good systems, having workable policies and procedures and empowering employees. However, in 

relation with the use of information technology in supporting the change process, the change process has 

got limitation and not possible to say the process is being supported by the required information 

technology system. 

� With regard to creating plat form to identify and solve problems encountered in the implementation 

process, much effort has been exerted and significant change has been achieved. However, the process 

lacks sustainability throughout the implementation of the change tool due to lack of effective employees’ 

involvement.    

� Moreover, the information gathered in the interview confirmed that there is lack of explicit and 

formal performance based motivation system applied or available for effective implementation of BPR in 

the organization.  

 

Regarding Variables Related to Institutional Factors  
 

� The other related factors that affect the implementation of BPR in the organization is competency 

gap of employees reflected at various level up on employees in the working process. The implementation 

problems has  existed due to lack of technical skill on performers, lack of working manuals and shortage 

of appropriate direction and follow up. 

 

� The implementation process has also encountered problems on having sufficient coordination and 

integration activities. Organizational change always requires the mobilization of everybody in the  
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organization and this again requires proper coordination and integration among members in the 

organization so that the involvement of all could be recognized and utilized to the required level. 

 

� Providing sufficient training and awareness creation are the possible solutions to alleviate the 

problems existed in the implementation process. In addition application of appropriate incentive 

mechanism motivates employees to understand and perform much and go along with the required 

momentum in the change process. In respect to having incentives the organization needs to support the 

implementation process with appropriate incentives mechanisms.  

 

 
5.2 Conclusions  
 

 Having large number such as 76% of employees’ positive attitude towards the implementation of the 

change tool in the organization shows there is a sustainable situation for BPR in the organization. In 

addition, even though the attitude of employees towards BPR implementation in the organization is 

satisfactory, it can be concluded from the findings that its sustainability is being affected by various 

individual as well as organizational and managerial factors. The implications of these specific factors and 

the conclusions are presented below:  

 

� In terms of organizational set up core process employees have better and positive attitude than 

support process employees towards the change tool implementation in the organization. And this 

implies good for the organization as the core process employees are the main working force that 

accomplishes the overall mission of the organization and again the larger number of employees in 

the organization.   

� Since, there is no significant difference between the views of male and female employees; it is 

possible to conclude that gender does not affect the attitude of employees in the organization. 

�  Age affects employees’ attitude towards the change tool to some extent. As the age increases the 

attitude has become negative but as well the number of employees gets lower.  The early age 

workers have better attitude than the late employees in the organization 

�  It is also ascertained that educational differences do not have significant attitude difference 

towards BPR implementation in the organization.  
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� Similar to age of employees, work experience of employees affects attitude of employees toward 

BPR implementation in the organization. Employees whose experience is small in the 

organization have shown positive attitude while those who have long years experience haven’t.  

 

 

 

�  The leadership commitment and support in the implementation process of the change tool 

,BPR, in the organization is high and though there are some limitations in the lower level and  in 

the middle level   to some extent due to lack of technical skill .  

 

� The level of communication to employees in the implementation of BPR in the organization is 

very satisfactory so employees of the organization have well communicated and are aware of the 

change tool.                    

� The communication and awareness creation sessions were carried out by applying different 

communication strategies using mechanisms such as Microsoft outlook, weekly report by 

employees, periodic meetings, orientation and training to create awareness & develop common 

understanding on the change tool.  

  

� Respondents’ response on the availability of an enabling environment in the organization more 

than 75% of the respondents’ response from the cumulative average shows positive opinion. 

However, not small number of responses such as around 16% of responses shows the negative 

one. With regard to an enabling environment the information gathered in the interview confirmed 

that there is lack of explicit and formal performance based motivation system applied or available 

for effective implementation of BPR in the organization. This could have a negative impact on the 

sustainability of the change tool. 

� Lack of having the required skill and knowledge up on employees on the change tool, 

implementation problem such as lack of working manuals, limitations in terms of coordination 

and integration and to some extent resistance of employees are some of the points raised by 

respondents as problems of effective implementation of the change tool in the organization.    

 

� Providing sufficient training and awareness creation programs, alignment of  appropriate 

incentive mechanisms, acquiring technical support from subject matter experts, continuous follow  
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ups and establishing good system are the possible solutions that forwarded by respondents to 

alleviate the problems existed and upraise  employees’ attitude in the implementation of the 

change tool in the organization. Application of appropriate incentive mechanism motivates 

employees to understand and perform much and go along with the required momentum in the 

change process.  

 

To sum up, employees of EAE have good and positive attitude in general towards the implementation of 

BPR in the organization. However, factors such as mainly individual, managerial & organizational 

negatively affect the attitude of employees in the organization. Moreover, critical issues like 

communication and awareness creation programs, mobilization and close follow-ups, ensuring an 

enabling and motivating environment through incentives mechanisms as well as capacity building issues 

need to be enhanced in the organization so as to be benefited much from the implementation of the 

change tool .BPR, and satisfy more all stakeholders of the enterprise.   
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5.3 Recommendations  
 

Following, from the analysis, findings and conclusions undertaken yet, some general as well as specific 

and fundamental policy recommendations are provided and presented. Hopefully, the recommendations 

are helpful for effective implementation of the change tool so that the management of EAE and even 

other organizations may take care of it. It is obvious that there are some things identified in the study 

which require reconsideration in the implementation process as evidenced by the findings. In light of the 

findings the recommendations are categorized into capacity building through training and development, 

process consultation, establishing appropriate governance structure, establishing enabling environment 

and collaboration  and coordination .  

 

Capacity building through training and development:  

 

� In order to tackle the indicated competency gaps of individual employees and leaders, the EAE 

management in general but the human resource development section and the organization change 

and reform unit in particular have to pay due attention and work together to capacitate employees 

with the necessary skill and knowledge about BPR or even other change management tools that 

could be implemented in the organization in the future. This should be implemented through well 

organized and designed system in collaboration with organizational reform oriented institutions to 

newly recruited and existing employees as well as different level management leaders. This must 

be applied through proper identification of individual gaps, design of intervention, delivery and 

evaluation of outcome.  

 

� EAE management has to be strictly serious in introducing BPR  to newly employed employees 

during induction programs and arrange separate training programs on this and even other change 

tools to make them aware about and involve them actively in the change process.  

 

Process consultation: 

 

�  The capacity building program and the organizational reform programs should be undertaken 

with support of technical professionals who are the subject matter expertise experienced in 

consulting different organizations better if acquire experience in the sector. Process consultation 

is the appropriate consultation method for organizational reform programs specially in conducting 
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BPR in an organization. In process consultation method the subject matter expertise or the 

consulting team undertake its consultation by working together with the technical team of the 

organization that carry out the change process in the organization. Such type of consultation 

process is appropriate to EAE to minimize the competency gap of utilizing the change tool by 

employees and avoid the implementation problem that can be existed during the implementation 

process.       

 

Establishing appropriate governance structure: 

 

� Establishment of good system in the implementation process like having governance structure of 

its own for the implementation of BPR in the organization which is out of the regular operation or 

day to day activities and implementation plan are some of the systems need to be established. The 

implementation plan serves as a road map for undertaking the change process. While preparing 

the implementation plan implementers will have the chance to see the possible challenges and 

problems that come across in advance so that they can prepare alternative ways of action as 

remedy. The implementation plan provides information about the resource required for the 

implementation, period of time for testing, mechanisms for monitoring and evaluation and 

responsible bodies for specific activities.      

      

Establishing enabling environment: 

 

� Administrative interventions are those activities and decisions taken by the top executive to 

alleviate the observed problems and challenges step-by-step in the short term. Problems observed 

in communication and mobilization especially the absence of an enabling and motivating 

environment needs urgent decision. These decisions may relate to the review of existing 

remuneration and providing new motivating incentive schemes in the organization.  

 
� EAE management has to play its role in mobilizing employees in the organization through 

arranging workshops, forums and conferences where the management members and all other staff 

in the organization participate. Such types of arrangements are critically important to create 

learning opportunities and problems solving mechanisms that can be shared among the 

community of the organization. Moreover, such arrangements can facilitate the initiation of 

directions to be taken by the higher government officials. 
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� The top leadership of the organization must strengthen its support and follow up sustainably to 

keep the momentum of change consistently. They need to create followers both at the middle and 

lower level who are passionate to realize the objectives of changes implemented in the 

organization. They should attempt to lead the change from top to bottom approach by practically 

visiting actual situations, encouraging good performers and exchanging feedbacks. 

 

Collaboration and coordination: 

 

� All the core business unit and other support process units in the organization should work together 

collaboratively with the change and reform unit which is the most responsible unit to introduce 

and implement change management tools including BPR in the organization. Since implementing 

organizational change requires the mobilization of all in an organization the collaborative effort of 

the involving units is critical in the organization. 

� The change and reform unit should coordinate the change process by providing the necessary 

support in terms of designing mechanisms and strategies and employing the required monitoring 

and follow up.  
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Annexes 

Annex-1 

A survey Questionnaire for EAE employees   
 
The purpose of this questionnaire is to gather data for the study of employees’ attitude on BPR 

implementation. The findings of the study will serve as an input to improve BPR implementation 

process in your organization. So we kindly request you to respond to all questions honestly and to the 

best of your knowledge. We strongly confirm that your responses will be kept confidential. Finally, we 

would like to thank and appreciate, in advance, for your kind cooperation and filling the questionnaire.  

Instructions : 

��No need of writing your name in the questionnaire.  
 
��Before you try to answer the questions, please read carefully and understand them well.  
 
��To indicate your response, please tick (�) on the appropriate box or write on the space provided 

that most closely represents your opinion.  

Part One: General Information  
 
1. Name of your Department/Process you are currently working in _______________________  
 
2. Your Current Title/Position ____________________________________________________  
 
3. Gender: ��Male   ��Female  
 
4. Your Age: ��< 25 years ��25-34 years ��35-44 years  ��45-54 years ��> 55 years  
 
5. Your Highest Educational status:  
 
��< 10th Grade ��10th – 10+2 ��College Dipl. or 10+3 ��1st Degree  
��Master’s ��PhD  
 
6. Your Total Work Experience in this organization:  
 
��0-5 years ��6-10 years ��11-15years  
��16-20years ��21 years and above  
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Part Two: Perception of employees about BPR implementation.  
 
7. Please indicate your level of agreement or disagreement on the following statements. While 
responding circle your answer from the alternatives given in the table below.  
 Strongly Agree = 5   Agree = 4   Neutral = 3   Disagree = 2   Strongly Disagree = 1 
 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

8. In your opinion, how is/was the level of Leadership Commitment and Support to implement BPR  

in your organization effectively? Please Circle your answer.  

7.1 The initiative of implementing BPR by government 
organization is primarily to improve the efficiency and 
effectiveness of civil service institutions.  

 

SA A N D SD 
5 4 3 2 1 

7.2 As a result of implementing BPR in your organization, 
empowering the employees is the right action to facilitate 
decision making  

 

     

7.3 BPR is an appropriate tool to solve the problems of service 
delivery in this organization.  

 

     

7.4 BPR is an appropriate intervention to serve citizens with better 
speed, quality and cost.  

 

     

7.5 Employees in this organization have shown a sense of ownership 
to BPR implementation  

 

     

7.6 The leadership of this organization has shown a sense of 
ownership to BPR implementation.  

 

     

7.7 The implementation of BPR is an essential tool in improving the 
measurement and management of performance in this 
organization.  

 

     

7.8 The perceived importance of BPR is getting improved by 
employees from time to time.  

 

     

7.9 In this organization, implementing BPR does not have an impact 
on employees’ job security.  

 

     

7.10 The Government should work to sustain BPR for the future.  
 

     

8.1 The leadership takes the leading role by being example 
from idea initiation stages of BPR implementation in this 
organization.  

  

SA A N D SD 
5 4 3 2 1 

8.2 Employees are provided adequate training that can help 
them in implementing BPR in their respective assignments.  

 

 

5 4 3 2 1 

8.3 The leadership support is consistently available to 
employees in solving problems encountered while 
implementing BPR.  

  

5 4 3 2 1 

8.4 The leadership uses a pull approach in making employees 
accept both BPR initiatives.  

  

5 4 3 2 1 
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9. Extent of Communication to employees towards implementing BPR.  
Please indicate your level of agreement or disagreement on the following statements. While responding circle 

your answer from the alternatives given in the table below. 

 

 
Availability of an enabling environment for proper implementation of BPR in the organization.  

10. Please indicate your level of agreement or disagreement on the following statements. While responding circle 

your answer from the alternatives given in the table below.  

 

8.5 The leadership involved employees from the beginning of up 
to the implementation phases of BPR .  

  

5 4 3 2 1 

8.6 The leadership is providing credit to employees’ contribution 
in implementing BPR .  

  

5 4 3 2 1 

8.7 The leadership of the organization is providing  due attention 
to sustain the implementation of BPR  through continuous 
follow up and feedback.  

  

5 4 3 2 1 

9.1 Training and awareness programs created clarity about the 
purposes and needs of implementing BPR   

 

SA A N D SD 
5 4 3 2 1 

9.2 There has been a clear channel of communication about BPR 
implementation across the organization.  

 

5 4 3 2 1 

9.3 This organization always attempts to identify problems and 
challenges in implementing BPR  and communicates to 
employees accordingly  

  

5 4 3 2 1 

9.4 The organization tries to share best practices among 
employees about BPR implementation.  

  

5 4 3 2 1 

10.1 There is a positive relationship among organizational members 
in the process of implementing BPR .  

  

SA A N D SD 
5 4 3 2 1 

10.2 BPR hase helped this organization to have clear systems, 
processes and procedures with a reasonable balance between 
employees’ empowerment and safeguarding of organizational 
resources.  

  

5 4 3 2 1 

10.3 This organization has successfully supported BPR  projects 
with information technology which speeds up daily 
operations.  

   

5 4 3 2 1 

10.4 The organization has created the platform for problem 
identification and forum for solving problems encountered in 
implementing BPR   

   

5 4 3 2 1 

10.5 The implementation of BPR has enabled to differentiate good 
performers from poor performers.  

 

5 4 3 2 1 

10.6 The implementation of BPR is supported by appropriate systems of 
motivational schemes for better performance.  

 

5 4 3 2 1 
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Part Three: Attitude of Employees towards the Major Factors that influence  
the implementation of BPR  .  
 
11. What are the major problems and challenges you have noticed on employees of this organization with 

regard to the implementation of BPR? 

_____________________________________________________________________________  

____________________________________________________________________________________

_______________________________________________________________________  

____________________________________________________________________________________

____________________________________________________________________________________

____________________________________________________________________________________

___________________________________________________________ 

  

13. Please write again the possible solutions or   remedies to take that you propose to alleviate the 

problems and challenges you mentioned above.  

______________________________________________________________________________  

____________________________________________________________________________________

____________________________________________________________________________________

_________________________________________________________________  

_____________________________________________________________________________ 

____________________________________________________________________________________

____________________________________________________________________________________

____________________________________________________________________________________

____________________________________________________________________________________

______________________________________________________ 
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Annex-2  

 

Interview Guiding Questions .  
�  

 

       ••• ••••• •••••  •••••  
 
1. •••• •••••••• •••••• •••• ••• ••• ••••• ••• (BPR   implementation) •••• 
•••••••?  
� ••••••• ••••• •• •••••••• •••• ••••• ••••?  

 
� •••••• •• •••••• ••••?  

 
2. •••••• •••• ••• ••• ••••• ••• •••• •••••• ••••••  •• •••••• ••••• 
•••••• •••• •••• ••• •••• •••• ?  
� •••• •••• •• •••••• •• •• •••••• •••••••• •••••• ?  
� ••••• ••• •••••••• •••••• ?  

 
� •••••• •••••• •••• •••• •••• ••••• /•••••• •••/ ••• ••• •••••• ?  

 
3. ••••• ••••• ••• ••••  ••••• ••••• •••• ••••• ••• ••• (Communication) •• 
••••• •••••• (Organized Mobilizations) •••• ••••••• • ?  
 
� ••• •••• ••• ••••• ••••• •••• ••••• •••••• ••••••?  

 
� •••••• ••••• (••• ••• ••••••• ••)  

 
� •••••• •••• •••••• ••• ••••••…  

 
4. ••••• ••••• ••• ••••• •••• ••••• •••••• ••••• ••  •••• ••• •••• ••••• 
•••• •••••• ••••• •••• ••••••• ?  
 
5. ••••• ••••• ••• •••• ••••• •••• •••• •••••/••••• •/ •••••• ?  
� •••••• •••••• •••• •••• ••••• ••••• •••• •••• •••• ?  

 
6. •••••• ••••• ••• ••••  •••• ••• •• •••••• ••••••  •• •••• •••••• •••• 
••••••• ?  

� ••••• ••• •••• ? •••••• ••• ••• ?  
 
7. •••••• •••• ••• •••• ••••• •••••• •••• •••• ••••  ••• •• •••••• ?  
 
 
                                                    ••••••• !!!!!! 
 


